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Abstract
Training has grown into one of the most critical success requirements in a highly 
competitive global marketplace. Increased emphasis on human resources 
effectiveness is one of the reasons. Despite the growing availability of technology, 
the American Society for Training and Development revealed that the majority of 
the training conducted still used the traditional classroom-based and instructor-led 
method. Technology is less used. To provide high-quality service, hotel properties 
must train their employees. Traditional classroom and one-on-one training are the 
common options. It is unpredictable how long the Hong Kong hotel industry can 
take complete advantage of computer-based training (CBT). The aim of this study is 
to determine if CBT has been adopted and is planned to be adopted in the Hong 
Kong hotel industry.
Data are collected by using questionnaire and the target sample consists of 
executives and managers of 108 hotels which are on the membership list of the 
Hong Kong Hotels Association. The response rate is 19.18%.
In the Hong Kong hotel industry, computer-based training has not been fully and 
appropriately adopted and is not planned to be used in the near future. The current 
scale of training programmes is positive. Classroom training and on-the-job training 
are still commonly adopted. Training materials, background of participants and 
results achieved are factors influencing the training approaches adopted. Costs 
cannot be ignored while buy-in from employees and their computer competencies 
are also important. Managers have positive attitudes towards computer-based 
training and appreciate the related benefits. However, the future of computer- 
based training in the Hong Kong hotel industry is uncertain since only 10% of 
respondents can guarantee the amount of a CBT budget and the willingness to 
adopt computer-based training in the near future. Blended learning is 
recommended which means the combination o f computer-based training and 
classroom training in the hotel.
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Chapter One Introduction
1.1 Background of the Study
We live in a technological society and the pace of change in technology is ever 
increasing, especially in terms of information technology. This is true not only of society 
as a whole but also of commerce and business. The hotel industry in particular has seen 
the adoption of a number of new technologies. It might be assumed that computer- 
based training (CBT), which has been developed in a variety of settings - educational, 
commercial and the public sector - is used extensively in the industry. A labour intensive 
industry, it might also be assumed that technology - information technology - is applied 
to the hotel industry's labour management practices, especially regarding employee 
training. Despite the assumptions and external drivers there is little evidence to support 
that CBT has been adopted in the hotel industry extensively. Few studies have been 
carried out which investigate CBT, how it is used and what actually drives its adoption 
in the hotel sector. This study will focus on such issues and the study findings will be 
examined.
Technology has a growing role in society. Jackson (2009) stated that technology has 
come to permeate every facet of society, every segment of the economy, and has 
impacted both businesses and society in positive ways. Technology, for example, now 
enables transactions to occur more quickly and seamlessly, while businesses for the 
most part are able to transcend national borders with ease. People no longer need to 
leave their home to buy books or CDs, but rather can purchase them online through 
sites such as Amazon and iTunes. In Hong Kong, a person can use an Octopus card 
instead of cash to purchase items in convenience stores and supermarkets, purchase 
train tickets and even pay for parking meters.
The use of technology and information technology is also growing in business. Writing 
just prior to 2000, Bassi and van Buren (1998) noted that as the turn of the century
approached, the global economy had become characterised by growing global 
competition, rapid technological advancement and a heavy reliance on technological 
knowledge. This has placed increased demands on businesses to meet technological 
challenges while providing a service-oriented approach. In the transportation industry, 
the adoption of hybrid systems in cars and trains has recently taken on an important 
role; business travellers now have access to Wi-Fi in hotels, a more advanced internet 
service no longer requiring a LAN cable; people can do transactions through e-banking 
instead of queuing up at banks; clothes can be purchased online and delivered to a 
person's home in a relatively short period of time. The advent and growth of 
technology in everyday business has allowed adopters of appropriate technology to 
gain competitive advantages, especially if they are able to harness the full potential of 
the technology and implement it in ways that can enhance and complement existing 
organisational processes. Although appropriate technology adoption can benefit most 
industries, it is of paramount importance for those that offer a homogeneous product 
and rely on information and streamlined business processes to gain competitive 
advantages. One such industry is the hospitality industry where information is often 
perceived as the driving force of the industry (O'Conner & Frew, 2002).
The use of technology and information technology has also been increasing in 
awareness. The workforce is becoming more reliant on technology to conduct work and 
communicate with internal and external customers in the hotel industry. Using the 
computer has become essential in today's business environment. Evidence of the 
acceptability and widespread use of the computer is visible in many aspects of the 
service industry in general and in the hotel industry in particular. Advances in 
technology mean that the computer can now be an effective tool in learning and 
development. Technology can also bring large increases in the productivity of training 
course administration (Wills, 1998). Nowadays, many organisations and educational
institutions are utilising technology for a variety of reasons. Technology, e.g., Internet, 
email, CD-ROMs and DVDs, adds depth and versatility to training and its application is 
increasing. It should not be used simply for the sake of using it or because someone else 
has used it, but rather because it contributes to realism, cuts costs in the right situations 
and so on (Goad, 1997). Le Méridien Cyberport Hong Kong uses iPadz to check in their 
guests. Instead of waiting at reception or a front desk, guests can check in while being 
escorted to their rooms. NXTV, which has been adopted by Four Seasons Hotel Hong 
Kong, allows guests to select programmes from digital television channels, watch 
digital movies, access the Internet, preview their bills and ask for and obtain other hotel 
services.
The hotel industry, a global industry, is diverse and complex. It is labour intensive with a 
high staff turnover due to the combination of full time and large number of part-time 
staff. The industry encompasses a range of free-standing hospitality businesses and is 
also a component of a wide range of venues, the primary function of which is not 
hospitality. The hotel industry is one of the largest employers in the United States and 
worldwide, with competition being greater than ever. Providing outstanding service 
has become another competitive edge in efforts by competitors to increase market 
share (Conrade, Woods, & Ninemeier, 1994). As hospitality venues develop in size and 
complexity they include commonplace activities. For example, most mid-market, up­
market and luxury hotels have facilities to meet demands for conferences and health 
clubs. A notable example is Las Vegas where there are 29 venues, each with more than 
1,000 rooms. Each venue also includes a major casino, a restaurant campus, at least one 
theatre, a conference and exhibition centre, a shopping mall, a health club, one has an 
aquarium, one has a circus and Bellagio and the Venetian each incorporate an art 
gallery. Service occupations account for almost two-thirds of the industry's 
employment - by far the largest occupational group. Hotels employ many young
workers and first-time job holders in part-time and seasonal jobs. Job opportunities are 
favourable as low entry requirements for many jobs lead to high turnover and 
replacement needs. Hotels often provide first jobs to many new entrants to the labour 
force. In 2008, about 19 percent of the workers were under 25 compared with about 13 
percent across all industries. The hotel industry is expected to grow by 5 percent over 
the 2008- 2018 period worldwide. The industry employs large numbers of part-time and 
younger workers who typically do not stay in these jobs for very long. The need to 
replace these workers can create job opportunities in an array of occupations and 
localities (Anonymous, 2011c).
Hotels increasingly emphasise training while there is definitely a need for training. The 
hotel business must address the scarcity of qualified employees, specific skill 
deficiencies and demographic diversity (McDonald, 1996). Training has been identified 
as a way to address these issues. Training has grown into one of the most critical 
success requirements in a highly competitive global marketplace. The reasons are clear: 
increased emphasis on human resources effectiveness, including such concepts as 
human capital and human resources as an investment. Worker skills must be 
continually updated. Diversity, workplace laws, skilled-worker shortages, rampant 
functional illiteracy and intensive competition continue to influence, and often redefine, 
the way people work. Since technology alone causes constant workplace change, the 
spotlight falls mostly on the trainer. As more and more managers are finding out there 
comes a time when trainers' skills need to be functional. Customers demand it and 
employees need it to survive. There is greater need for training in the hotel industry 
(Goad, 1997). Training exists to facilitate the process of making organisations, and the 
people within them, more effective. For hotels to thrive, the function of training must 
be implemented. Information and knowledge drive most businesses and often training 
is the only way the information, knowledge and skills can be provided. It is clear that
the hotels succeeding in today's marketplace are those which help their employees 
perform to their full potential (Goad, 1997). In Four Seasons Hotels and Resorts, 
complaints from the guests are the main source of training and training need analysis. 
Nevertheless, one of the oldest forms of training, on-the-job training (OJT), has its 
roots in the apprentice systems of ancient cultures, giving it a long and distinguished 
history among instructional methodologies. At the most basic level, on-the-job training 
occurs whenever one person conveys to another person the skills or knowledge needed 
to do a task while both are on the job (Gallup & Beauchemin, 2000). According to 
training need study conducted by the Educational Institute of the American Hotel and 
Motel Association, the position level needing the most training is that of line employees 
(64 percent). The assessment also indicated supervisory-level training needs at 28 
percent, with managers representing 8 percent of the groups needing training. 
Although training is an important topic for the hotel industry, many properties do not 
provide adequate training for their employees due to the high cost of external 
professional or in-house trainers. Regardless of the level of employees, the A5TD 
recommends that companies should spend 4 percent of their payroll on training 
employees; however this is rarely accomplished in American companies (Conrade, 
Woods, & Ninemeier, 1994).
Computer-based training is developing in the business world, generating positive 
feedback. The role of computer training has long been critical in organisations as 
reliance on technology for strategic advantage becomes increasingly important 
(Downey & Zeltmann, 2009). Computer-based training (CBT) is described as an 
umbrella term for the use of computers in both instruction and management of the 
teaching and learning process. Computer-assisted instruction (CAI) and computer- 
managed instruction (CMI) are included under the heading of computer-based training 
(Biech, 2008). Advances in sophisticated technology along with reduced costs for the
technology are changing the delivery of training, making training more realistic and 
giving employees the opportunity to choose where and when they want to be trained. 
Technologies allow training to occur anytime and anywhere (Noe, 2005). Several 
surveys of company training practices suggest that although face-to-face classroom 
instruction is used by almost all companies, new technologies are gaining in popularity. 
The use of training technologies is expected to increase dramatically in the next decade 
as technology improves. 24 percent of companies have a separate technology-based 
training budget and 18 percent of companies have full-time trainers who are paid from 
the I.T. department's budget (Hequet, 2003; Gavin, 2003). The technological 
(accessibility and convenience) and economical (cost effectiveness) advantages of e- 
learning are key drivers for its integration into the training agenda. There remains 
plenty of room for improvement, however the severity of barriers is intense enough to 
erode the positive outcomes obtained from the e-learning experience (Ali & Magalhaes,
2008). Training costs continue to rise at the same time hotels are using the quality of 
their service to compete. To provide high-quality service, companies must train their 
employees. Traditional methods of seminar, classroom and one-on-one training are 
expensive and have questionable results. Technology has improved and prices have 
fallen to levels that permit increased use of computer-based training. Computer-based 
training could become a viable training option for most hotel properties. Critical to 
measuring return on investment (ROI) of training is understanding ways to reduce 
training costs and increase training effectiveness through instructional design. The 
easiest way to keep training costs low is to reduce trainee and instructor hours and to 
conduct training in employee work areas. Another way to decrease the training costs is 
to use self-paced media such as computers. As computer end users in organisations 
proliferate, computing has become almost ubiquitous and the role that training plays in 
preparing employees has become increasingly important. This is applicable to any
organisation worldwide that does training in computers. For trainers, knowing the 
competence level of the trainees is critical in order to maximise training outcomes 
(Downey & Zeltmann, 2009). CBT is a critical aspect of using computers strategically, 
particularly because information technology changes so frequently. Organisations 
should use every advantage in conducting effective and efficient training. The 
acquisition of computer skills is an important element of organisational training and 
critical to leveraging I.T. for strategic purposes. Understanding how these skills are 
developed, its relationship with motivational constructs like self-efficacy and how to 
enhance this process can benefit organisations by making employees more capable and 
productive in work-related tasks (Downey & Zeltmann, 2009).
Despite the growing availability of technology in academia and business, the American 
Society forTraining and Development (ASTD) revealed that the majority of the training 
conducted by survey respondents, i.e. hoteliers, still used the traditional classroom- 
based and instructor-led method while videotapes and workbooks are the most 
commonly used tools for employee training. Technology, such as computer-based 
training, interactive video, multimedia, intranets and electronic performance support 
systems are less used (Bassi & van Buren, 1998). In addition, hotels may not be taking 
advantage of the new computer technologies available for training employees 
efficiently and effectively. The use of self-paced media is presented as one way of 
reducing training costs. Hence, hotels looking for improved and cost-effective training 
can turn to technology to meet their needs. Currently, the level of computer-based 
training used in the hotel industry is unknown (Downey & Zeltmann, 2009). When 
identifying the factors that have impacted the implementation of instructional 
technology, researchers most frequently cited the following: lack of acceptance, 
concerns about usefulness, difficulty of use, ineffectiveness, cost, lack of technological 
knowledge, inadequate training and lack of accessibility, availability and technical
support (Dickson, 1992; Huang, 1993; Jameel, 1993; McDonald, 1996; Stapleton, 1993). 
Though these same factors may deter the implementation of multimedia in businesses, 
little research has been conducted to determine whether this is true in hospitality 
industry settings. However, the hotel industry has still not widely used technology for 
training purposes (Bassi & van Buren, 1998; Harris & West, 1993). Ali and Magalhaes 
(2008) investigated that the key implementation barriers of computer-based training in 
Western countries are I.T. problems, workload and lack of time. Some research has 
been conducted regarding hotel managers' perceptions of potential factors considered 
in using a technology approach. Previous studies examining the hotel industry have 
been conducted by different researchers. Harris and West (1993) examined the use of 
multimedia in hospitality training and van Hoof, Collins and Verbeeten (1995) studied 
hotel managers' technology needs and perceptions while van Hoof, Verteeten and 
Combrink (1996) examined international hotel managers' technology needs and 
perceptions.
1.2 Similarities between Hong Kong and the UK hotel industry and education 
system
This study is carried out in Hong Kong; however the context of the literature review 
involves mostly research on computer-based training and training which has taken 
place in western countries, i.e. the United States and the United Kingdom. This may 
affect the outcome of the study. In order to reflect the practicality and application of 
the literature review to the current Hong Kong hotel industry, it is necessary to 
compare and contrast the characteristics of both the Hong Kong and UK hotel industry 
and education system in order to explore similarity.
The way in which hotels train their employees can be influenced by the characteristics 
of the hotel industry, which includes the structure of the hotel sector, labour market
conditions of the hotel sector such as labour portfolio, e.g. age profile, employment 
level, proportion of chained operated hotels, level of education and so on.
1.2.1 Education System
The education structure in Hong Kong was established during colonial rule and mirrors 
that of the UK. Students attend three optional years of kindergarten (usually starting at 
age 3), six years of primary school (Grades P.i - P.6), junior and senior secondary school 
(Forms 1, 2, 3 and Forms 4 and 5). Primary through junior secondary education is 
compulsory. Students who intend to pursue a university degree enroll in an additional 
two years of secondary school, or matriculation (Forms 6 and 7). Most universities offer 
three-year programmes to obtain a Bachelor's degree. This is due to change by 2012 
when the system will be internationalised, consisting of three years of junior secondary, 
three of senior secondary and a four-year normative undergraduate degree 
(Anonymous, 2011a). In other words, current education in Hong Kong is similar to that 
of the UK. It is an English education system that was modernised by the British in 1861 
(Anonymous, 2011b).
1.2.2 Current Hotel Sector Situation
Hotels in Hong Kong are renowned for their excellent service. One can expect to find 
nearly all of the famous hotels such as Hyatt, Four Seasons, Mandarin Oriental and 
Peninsula; while several major international luxury hotels/hotel chains are actually 
headquartered in Hong Kong, e.g. Shangri-La, Swire and so on. Several of these hotels 
are rated among the 'top hotels of the world' (Lo, Stalcup & Lee, 2010). Island Shangri- 
La Hong Kong, Mandarin Oriental Hong Kong, Landmark Mandarin Oriental Hong 
Kong, The Peninsula Hong Kong and Four Seasons Hotel Hong Kong are rated 5-star in 
Forbes Travel Guide 2011.
Growth in the Hong Kong hotel sector is promising. For many years, Hong Kong has 
been one of the leading commercial centres in Asia. The local hotel market is among 
the strongest both regionally and globally (Voellm, 2008). Hong Kong's hotel sector has 
enjoyed a strong rebound in recent years, with revenue per available room (RevPAR) 
rising by 70 percent from its low point in 2003, when performance was battered by the 
SARS outbreak. The RevPAR gains have been achieved in the face of steadily rising 
room supply. In 2007, about 7,055 new rooms were expected to enter the market, with 
another 5,039 scheduled for completion through 2010. In 2010, there were 175 hotels in 
Hong Kong providing 60,428 guestrooms (Office of the Licensing Authority, 2011). 
Daily hotel rates in Hong Kong, meanwhile, have continued to rise, averaging H K $i,i8 i 
in the first half of the year. High tariff A hotels (5- and 4-star hotels) levied a daily rate of 
HK$2,io 7, up 24.6 percent from the first half of last year. The relatively limited supply 
of 5-star hotel rooms coming into the market in the next few years is likely to boost 
rates at such properties. Average daily hotel rates in 2007 were expected to go up by 10 
percent year on year to H K $ i,i9 i while the average daily rate for 4- and 5-star hotels 
was tipped to surge by 25 percent year on year to HK$2,ii4. Total hotel revenue of 
Hong Kong's hotel sector hit HK$i7.4 billion in 2006, up 19.8 percent from 2005, while 
pre-tax profits jumped 27.5 percent to HK$4.8 billion (Suen, 2007).
The UK hotel industry is showing signs of recovery with some growth expected in 2010. 
The present position, even though more positive, remains very weak by historic 
standards, which could hamper recovery. 2010 brought modest growth but only on 
current depressed marketed levels and not across the industry as a whole. UK hotels 
appear to be on two separate routes to recovery - a super-highway for London and a 
much rougher Provincial trail (Milburn, et al., 2010). Small and mid-sized business 
would see a 'U'-shaped trading recovery rather than a sharper 'V'-shaped bounce-back. 
The hotel sector would lag behind any recovery in the overall UK economy (Gough,
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2009). 2011 is expected to see Increased 'competition for growth' across the hotel and 
leisure sectors and for the UK hotel industry. It is predicted that: i)  there will be 
continued growth in RevPAR and profitability in 2011 but at a lower level than in 2010, 2) 
it will be another tough year for operators and owners alike, with regional hoteliers who 
have underinvested really feeling the pinch, and 3) there will be slow return in 
transactional activity as operators/owners look for further consolidation, synergies and 
better investment opportunities for their idle cash (Cartmell et a i, 2011).
1.2.3 Hotel Sector Workforce
Hong Kong enjoys a favourable location within the Pearl River Delta region, excellent 
infrastructure, a high workforce literacy rate, respected rule of law and a well 
established/regulated financial market (Voellm, 2008). The issue of manpower for the 
hotel industry is a concern. Government is recommended to increase resources by 
investing more heavily in education and training for the hotel industry in Hong Kong 
and creating more opportunities for students to enroll. A shortage of manpower not 
only affects service performance, it limits the choices for more qualified hotel staff. It 
also creates high staff turnover and payroll costs, and interferes with hotel operations 
and service standards (Bieger, 2010). The hotel industry in Hong Kong is committed to 
giving young people in Hong Kong quality hotel education and training through its 
institutional partners and providing young people with the opportunities to advance 
themselves in their careers within the hotel industry. Some members of the hotel 
industry have recently found it difficult to recruit hotel services workers who meet the 
required standards of qualifications, work experience and service attitudes, and have 
also found that the locally trained staff often cannot provide services which are as 
hospitable and attentive as those provided by overseas staff from countries such as 
Thailand, Philippines, Nepal, and so on (Bieger, 2010). Yeung and Leung (2007) found
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that the ratio of male and female in the Hong Kong hotel industry is 60:40, while the 
age group of 15-24, 25-34 and 35-44 is 29 percent, 41 percent and 19 percent. More 
than half of the workforce is with secondary education while another 45.3 percent even 
completed matriculation, vocational or university.
In the UK, the hotel, restaurant and leisure sector uses the highest proportion of 
migrant workers; 48 percent claim to have these workers within their business. A 
greater proportion of those in the hotel, restaurant and leisure sector claim that 
migrant workers have a better ethic and are more productive than their UK equivalents 
(Morris, 2009). Nevertheless, the age profile of those working in the hotel industry is 
young but slightly older than those working within the industry with 40 percent of bar 
staff being over the age of 25 (compared to 30 percent of those working in pubs, bars 
and nightclubs). The highest level of qualifications held by publicans and managers of 
licensed premises and bar staff working outside of the pubs, bars and nightclubs 
industry is similar to their counterparts within the industry. However, one in 10 does not 
hold any qualifications (Anonymous, 2009).
Compared to the UK hotel industry, Hong Kong has a young age profile population with 
a high proportion of deluxe hotels as well as high representation by international 
brands. The education system and workforce profile in the Hong Kong and UK hotel 
industries are similar. The majority of the workforce are educated. Hence, there is no 
prima facie reason why the Hong Kong hotel labour market and the hotel industry 
structure may adversely affect hotel training and computer-based training adoption. 
However, if the results are significantly different to those in other countries such as the 
US and the UK, this study will identify the contributing factors.
1.3 Statement of the Problem
There are many international-chain hotels in Hong Kong such as Grand Hyatt Hong
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Kong, The Peninsula Hong Kong, Island Shangri-La Hong Kong, Four Seasons Hotel 
Hong Kong, W Hong Kong, Sheraton Hotels and Towers Hong Kong and so on, which 
provide different types of training programmes in order to equip their employees with 
skills and knowledge. The most popular training methods are traditional classroom 
training and on-the-job training. Typical training programmes are corporate-oriented 
training while some of the in-house training programmes are language training, 
customer service training, up-selling training, leadership training, sales training, 
managerial skills training, telephone manner training and so on. Rank-and-file staff is 
the major targeted participants for hotel training while managers receive 
comparatively less training. Most of these training programmes take place in a 
classroom environment (normally in the training room of the hotel) which suggests that 
traditional classroom style training is still one of the most preferred approaches in the 
Hong Kong hotel industry. PowerPoint, flipchart, workbooks and case studies are 
adopted in such an environment. However, technology, such as the computer, is rarely 
used in combination with traditional classroom training which implies that there is still 
room for improvement in terms of the training approach.
Much research has been conducted on the effectiveness of employee training 
programmes. Authors have suggested that the integration of technology into training 
increases its effectiveness significantly. Hofstetter (1995) suggested that learner 
retention reaches as high as 80 percent with the combination of seeing, hearing and 
doing. It is unpredictable how long the Hong Kong hotel industry can take complete 
advantage of computer-based training for its employees. This implies that there is a 
need to know the extent to which the hotel is using computer-based training. Industry 
benchmarks are also needed to allow hotels to evaluate their performance in relation to 
other hotels. In addition, identifying factors and barriers to the adoption of computer- 
based training are important because the data can allow changes in the way hotels
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operate to better use computer-based training, or a combination of different training 
approaches in different training programmes in the future.
1.4 Research Purpose, Aims and Objectives
Research Purpose
The purpose of this study is to evaluate the adoption of computer-based training in the 
Hong Kong hotel industry.
Research Aims and Research Objectives
Aim 1: To define and explain training
Objective a: To review definitions of training
Objective b: To identify the key features of training
Objective c: To identify the scale of training
Aim 2: To define and explain computer-based training (CBT)
Objective a: To review definitions of CBT
Objective b; To identify the key features of CBT
Objective c: To identify the factors which influence the adoption and non-adoption of
CBT
Aim 3: To describe the size and nature of the Hong Kong hotel industry
Objective a; To identify different types of hotels and their characteristics 
Objective b: To identify different types of hotels in Hong Kong 
Aim 4: To explore the training practices in the Hong Kong hotel industry
Objective a; To investigate the current scale of training in Hong Kong hotels 
Objective b: To examine the current training approaches in the Hong Kong hotel 
industry
14
Objective c: To examine preferences for training approaches from managerial
perspectives in Hong Kong hotels 
Objective d: To identify factors when considering training methods to be used in the 
Hong Kong hotel industry 
Aim 5: To investigate CBT adoption in the Hong Kong hotel industry
Objective a: To examine the level of CBT adoption in Hong Kong hotels 
Objective b: To identify the factors which influence the adoption and non-adoption of 
CBT in Hong Kong hotels 
Objective c: To analyse the perceived impact of CBT from a managerial perspective in
Hong Kong hotels
1.5 Significance of the Study
There is little evidence that Hong Kong hotels are integrating information technology 
into their employee training as there are no established industry benchmarks for 
training including benchmarks in computer-based training in the Hong Kong hotel 
industry. Data from this study can enable other researchers to replicate the study and 
construct a similar survey instrument. Findings can assist managers, especially Training 
Managers and Director of Learning and Development of Hong Kong hotels, in 
understanding potential factors and barriers associated with the implementation of 
information technology in hotel training. Results from this study can add to the 
scholarly research in the fields of training and development and finally, 
recommendations can assist managers in minimising potential problems associated 
with the implementation of information technology in hotel training.
1.6 Assumptions
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Gay and Diehl (1992) defined assumption as any important 'fact' presumed to be true 
but not actually verified.
1. Hotels have provided training to all employees for a wide variety of positions.
2. Hotels have provided training with different training approaches.
3. Hotels have provided different types of training programmes to employees.
4. Survey respondents possess the information and knowledge necessary to answer 
questions accordingly.
1.7 Organisation of the Study
The first chapter of this thesis provides the context of the study and lists the research 
purpose, aims and objectives. Chapter One also discusses the assumptions and 
significance of the study. Chapter Two provides a review of the literature and research 
related to training, computer-based training and the nature of the hotel industry. 
Chapter Three presents the research methodology and includes research design and its 
philosophy, population and sample, development of the instrument, data collection 
and the statistical techniques used to analyse the findings. Chapter Four reports the 
findings in response to the research objectives after data analysis. Chapter Five 
provides discussions of the findings and the final two chapters discuss the conclusions 
and recommendations.
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Chapter Two Review of the Literature
2.1 Introduction
This literature review will focus on achieving the first three aims of this study. The first 
aim, to define and explain training, will be discussed in Ch.2.2, Ch.2.3 and Ch.2.4. 
Definitions, key features, and the importance and level of training in the hotel industry 
will be explored. The second aim, to define and explain computer-based training, will 
be discussed in Ch.2.5, Ch.2.6 and Ch.2.7. Definitions and key features of CBT will be 
explored, as well as factors which influence the adoption and non-adoption of CBT. The 
third aim, to describe the size and nature of the hotel industry, will be discussed in 
Ch.2.8. Finally, the different kinds and characteristics of hotels in Hong Kong will be 
discussed in Ch.2.9.
2.2 Definitions and Importance of Training
Blanchard and Thacker define training as "the systematic process of attempting to 
develop knowledge, skills and attitudes for current or future occupations" (1999). A 
number of business activities require training, for example, finance, accounting, human 
resources, marketing, computer use, complaint handling, security and so on (McGowan 
et al., 2001). Organisations use training to develop job skills, facilitate career 
advancement, provide instruction on new or changing job requirements and aid 
socialisation at the entry-level (Tannenbaum et al., 1991). Specialised training 
programmes can be of particular use to corporations with customers from specific 
segments of the market, for example, senior citizens and foreign countries (Kim & Lee, 
2000; Marshall, 1999). Crime prevention and health and safety are also areas which may 
require specialised training (Kuratko et al., 2000). Goldstein (1993) defines training as 
"the systematic acquisition of skills, rules, concepts and attitudes that results in 
improved performance in another environment". Training helps trainees acquire
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knowledge, cultivate positive attitudes and make practical use of what they have 
learned in real life situations (Hsu & Huang, 1995; Wilson, Strutton & Farris, 2002). 
Training also improves service performance, enhances company appeal to quality 
employees, helps companies retain quality employees, and improves teamwork and 
communication (Barrows, 2000; Cullen, 2000; Iverson, 2001). Quinn, Anderson and 
Finkelstein observed that in order to acquire competitive advantage within an 
organisation, training must go beyond the development of basic skills (Quinn, 
Anderson & Finkelstein, 1996). In other words, organisations must broaden their views 
on training in order to capitalise on the intellectual and strategic value of using training 
as a tool to ensure competitive advantage.
There has been solid evidence to support the benefits of developing comprehensive 
employee training programmes (Herman & Eller, 1991). Training can be effective in 
communicating to employees the aims of an organisation, reducing the rate of 
employee turnover and enhancing service quality in general (McCune, 1994). Randall 
and Senior (1996) studied the relationship between training and service quality, finding 
a positive correlation between training which had been effectively managed and 
improved customer service. This finding supports training being a key managerial tool 
in controlling products and services (Roehl & Swerdlow, 1999) as well as being key to 
the success of organisations. It has a positive direct impact on morale, how employees 
view the quality of supervisors, their perceptions of organisational rules and regulations, 
and an equally important positive impact on organisational commitment (Roehl & 
Swerdlow, 1999). More advantages can be gained by providing these organisations 
with effective training. Prioritising training ensures quality customer service, consistent 
employee performance and satisfaction, and organisational loyalty. It has been found 
that effective training improves staff turnover, employee self-esteem, the consistency 
of products and services, the satisfaction of guests (Wheelhouse, 1989), business costs
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(van Hoof et al., 1995), the ability to meet the demands of the target market (Shaw & 
Patterson, 1995), the qualifications of employees (Josiam & Clements, 1994), self- 
awareness, attitudes, teamwork (Conrade, Woods & Ninemeier, 1994b), and so on. 
From an employee point of view, a positive training experience translates into the 
perception and subsequent reassurance that a company is willing to invest in its 
employees, thus positively impacting employee organisational commitment 
(Tannenbaum et a i, 1991). Hospitality journals reveal an apparent strong commitment 
to training as a way of achieving quality customer service, consistent job performance 
and satisfaction, and organisational commitment while documented interviews with 
hospitality executives reveal similar results. Conrade, Woods and Ninemeier (1994) 
carried out a study on training perception and application in the hotel industry among 
American Hotel and Motel Association (AH&MA) member and non-member properties. 
The study was comprised of respondents from all areas of hotel operations, while the 
majority of respondents were from the organisations' more senior levels. There was a 
general consensus (86 to 98 percent of respondents) that 15 factors considered 
important for employee and business success were directly impacted by training. 
Moreover, given that high turnover is largely related to decreased hotel profits (Tracey 
& Hinkin, 2008), lowering turnover is a way to improve profitability (Simons & Hinkin, 
2001; Woods & Macaulay, 1989). Others have argued that the level and quality of 
training is directly linked to turnover (Berta, 2006). Mullen (2004) reported that as much 
as 70 percent of employees leaving their companies would probably reconsider if their 
companies fostered development and provided opportunities for advancement. These 
studies appear to indicate that better training produces better turnover rates and better 
profits. It also highlights the importance of training in the hotel industry; however, not 
all funding allocated for hotel training is spent wisely (Kalargyrou, Robert & Woods, 
2011). Schmidt (2007) explored the relationship between employer-provided workplace
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training satisfaction and the job satisfaction of customer contact representatives in 
general. It was found that there is a high correlation between job training satisfaction 
and job satisfaction generally. Elements of job training, such as time spent training, 
training methodologies and content, were found to be significantly related to job 
training satisfaction.
Training is crucial in improving the quality of services offered in the hospitality industry 
as it ensures competitive advantage and distinguishes one company from another. 
Roehl and Swerdlow (1999) remarked, "The value and benefits of training seem 
universally accepted". Training is key for entry-level employees who are being 
introduced to a new work environment (Feldman, 1989). It helps them to adjust, 
become familiar with their new job duties and it is important generally for facilitating 
productivity in the workplace. An employee's experience with a company begins with 
training and also impacts the initial and long term level of employee commitment to 
the organisation (Mowday, Porter & Steers, 1982). Studies have revealed a significant 
correlation between the amount of entry-level training for new employees and 
organisational commitment and staff turnover (Saks, 1996). Studies by Lam, Lo and 
Chan (2002) found training for new employees decreased staff turnover. Entry-level 
training is beneficial in two ways. Firstly, it gives new employees a realistic overview of 
what to expect regarding new job requirements, social norms and adapting to a new 
work environment (Feldman, 1976). Secondly, it facilitates job competency. Knowing 
what to do has a positive impact on the confidence and motivation levels of new 
employees. Studies indicate that some aspects of the training setting are more likely to 
ensure an organisation's training effectiveness while others are not. Reynolds, Merritt 
and Gladstein (2004) found that training and orientation are keys in being able to retain 
seasonal employees. Generally, orientation is crucial in the long term for a viable and 
successful relationship between seasonal employees and employers. In the restaurant
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business, orientation usually consists of walking through the restaurant's day to day 
operations, identifying employee common areas such as locker rooms, eating areas, 
washrooms, and so on. In addition to the practical or physical orientation of a new work 
environment, Reynolds (2003) also identifies holistic orientation, which includes 
department, organisation and peer orientation. Studies have shown that when pairing 
orientation with training in nearly all cases, managers observed participants being able 
to alternate more easily between different human resources functions compared to the 
modular design generally reported in related literature. Tracey, Sturman and Tews 
(2007) found, in terms of employee development and the learning challenges 
encountered by new employees, that orientation and training programmes begin with 
focus on a job's technical requirements. If employees stay with an organisation long 
enough and achieve a level of competency with the jobs technical requirements, focus 
can then be placed on developing and maximising job requirements which include 
disposition and attitude. Managers should be mindful when training new employees of 
focusing first on making sure the technical requirements of a job are met and mastered 
rather than focusing on job aspects which are more related to personality and attitude. 
At the initial stage of employment, emphasis should be placed on whether or not new 
employees are achieving competency and fulfilling their job's technical responsibilities.
2.3 Features of Training
It is paramount that Training Managers train employees to do their jobs effectively. 
Nevertheless, literature detailing the methods training managers employ to achieve 
different training objectives is sparse (Perdue, Ninemeier & Woods, 2002). Training is 
clearly needed and important but also costly. Like most things in an organisation, in 
order to capitalise on investment returns training must be as effective as possible. 
Hence, the training objective should be to ensure employees go on to achieve a level of
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competency such that the long term advantages for the organisation are greater than 
the training costs (Read & Kleiner, 1996). Adopting an effective training methodology is 
clearly key. Lakewood Research and Training Magazine (Joinson, 1995) details ten 
training methods that are employed in business: lectures, one-on-one instruction, films, 
videotapes, audio tapes, slides, role play, case studies, games/simulation and 
computer-based training (Read & Kleiner, 1996). Of all the training methods none is 
considered more effective than any other. When identifying the most effective training 
method for a specific training programme there are many things to consider: the 
material being presented, how many employees are being trained, trainee ability and 
background, the nature and extent of equipment available, the time line for training 
and training objectives (Sims, 1990). Where feasible, it is most beneficial to choose a 
method which focuses on trainee participation and providing constructive feedback as 
feedback enhances trainee ability to retain and subsequently apply what has been 
learned. To meet customer demands, employers understand the need for employees to 
continually upgrade and improve their knowledge, skills and abilities (Gamio & Sneed, 
1992; Harris & Cannon, 1995; Haywood, 1992). What remains problematic for many 
hospitality-training executives is providing adequate training to employees which 
results in consistently high customer service quality (Barsky & Labagh, 1992; Gregor & 
Withiam, 1991; Ross, 1995). Using an effective training method does not necessarily 
ensure an effective training process. It is recommended that the training method be 
followed by a flow of training cycle. Choosing an effective method is one aspect of 
creating an effective training programme. However, beforehand one must analyse and 
understand the needs of the organisation and then establish the objectives of the 
training programme. The training programme's objectives subsequently determine 
relevant course content and presentation method (Read & Kleiner, 1996).
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It is important that employees feel the methodology used during hospitality training is 
an effective tool for learning. Employee satisfaction with training depends on the 
methodology used during the training programme. It has been found that employees 
whose training involves a methodology which they believe to be most effective for 
learning are considerably more satisfied with their training than employees who prefer 
another training methodology to the one being used (Schmidt, 2007). Hence, the 
methodology selected for training employees is paramount. Schmidt (2007) explored 
the differences between preferred employee training methodologies and the training 
practices already in use. It was found that instructor-led training is the most prevalent 
methodology received by trainees and also the most preferred methodology. Trainee 
satisfaction tends to be towards training which is presented in a way that is most 
conducive to learning. Employees prefer training which involves face-to-face training, 
such as mentoring or coaching, which is consistent with prior findings by Rowden and 
Conine Jr. (2003) who also identified the importance of a training setting that 
encourages talking, information sharing, and collaboration between or among trainees 
and instructor.
2.3.1 On-the-job Training
On-the-job training is "the planned process of developing task-level expertise by having 
an experienced employee trains a novice employee at or near the actual work setting" 
(van Zolingen et al., 2000; de Jong & Versloot, 1999). One-on-one instruction falls into 
the category of on-the-job training or off-the-job training. On-the-job training is 
training that takes place while the employee is at work and off-the-job training is 
training that takes place outside of the employee's designated work setting. It is 
important to distinguish between the two as both types of training have distinct 
advantages and disadvantages (Read & Kleiner, 1996). With on-the-job training, the
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employee performs work duties in the work environment under typical working 
conditions. This is advantageous as it allows the employee to readily apply newly 
acquired skills to the job setting and may also reduce training related costs as the 
employee continues to be productive while training. On the flip side, training 
employees could result in the inefficient use of resources, poor initial performance and 
the risk of costly errors being made (Sims, 1990). Noe (2005) defines on-the-job training 
(OJT) as "new or inexperienced employees learning through observing peers or 
managers performing the job and trying to imitate their behaviour". On-the-job 
training can be beneficial in training new employees and improving the skills of 
experienced employees, for example, with the introduction of new technology, internal 
departmental cross-training of employees and with the orientation of employees who 
have been transferred or promoted to new positions. On-the-job training is an 
appealing training option compared to other methods in so far as it requires less time 
and financial investment for materials and trainers' salaries. The expertise of managers 
and peers is employed through on-the-job instruction. Successful on-the-job training, 
meanwhile, has its roots in the principles which underscore social learning theory, 
namely using a quality trainer, manager or peer to model behaviour or skill and 
communicate specific behaviour, practice, reinforcement and feedback (Noe, 2005). In 
the hospitality industry, on-the-job training is the most prevalent method used. 
Instruction is given to non-management employees and both the trainee and trainer 
work within the job setting. In short, the learner learns by doing with follow up to 
ensure he or she has achieved competency (Williams, 1974). In the hotel industry it 
would appear that on-the-job training takes precedence globally over other training 
methods with dining service employees in particular regarding it as the most effective 
training method and mentor's performance a key factor (van Zolingen etal., 2000).
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There have been demands for improvements of how the hotel industry makes use of 
training methods (Perdue, Ninemeier & Woods, 2002). Harris and Cannon (1995) 
proposed that the industry rely less on traditional training methods and instead aim to 
improve the way in which training is carried out. Barrows (2000) remarked that club 
managers expressed the need for employee training improvement but found 
improvements hampered by time constraints. Data analysis revealed that one-to-one 
training, namely, on-the-job training, is a preferred method in the hotel industry. Years 
of experience and education level may result in respondents having different views on 
the use of alternative training methods (Perdue, Ninemeier & Woods, 2002). One-to- 
one training is linked with case study as the preferred method for acquiring problem 
solving skills. It is also considered the most suitable overall method as well as preferred 
method, apart from interpersonal skill development, for listed objectives. As a general 
training method, videotape use is considered moderately effective with audio 
conferencing, audiotapes, programmed instruction, computer conferencing, paper and 
pencil methods, and self-assessment considered least useful. Paper-pencil instruction 
received a low rating but is still widely used for orientation materials, handbooks, 
manuals, and so on (Perdue, Ninemeier & Woods, 2002).
On-the-job training is usually adopted by hotels because it is more flexible, more cost 
effective and new employees are more readily available (de Jong & Versloot, 1999). 
Rodriguez and Gregory (2005) found that Food and Beverage employees expressed a 
preference for on the job learning over being told what to do outside of the work 
environment. They prioritised the need and effectiveness of on-the-job training 
compared to off-the job training and noted differences in how things were done in 
different workplaces, as well as the need for learning through mentoring with a more 
experienced employee. The findings of this study with regard to preferred training 
method were consistent with the findings of Perdue, Ninemeir and Woods (2002). One-
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on-one training has been found to be a useful method for achieving training objectives 
while training contents which are not apparently relevant to the work are disregarded 
and not considered useful. On-the-job training is also advantageous in that there is a 
strong connection between training and practice, skills are acquired more effectively 
and the transfer problem is lessened due to training being provided in the workplace 
(van Zolingen et al., 2000). Harris and Cannon (1995), meanwhile, indicated that it was 
a waste of time and resources that the hospitality industry continued to rely upon 
traditional training methods as such methods are seldom as effective as they could be. 
The demand for training improvements is garnering industry leaders' attention and 
support. There are different situations in the training practices of different hotels. Most 
managers entrust training duties to their department heads and subordinates; hotels 
employ a variety of training methods and techniques in order to provide employees 
with the most effective training programmes; hotels do not focus only on training new 
employees but also on reinforcing the skills of their more experienced and tenured 
employees; and hotels confront many similar challenges in their efforts to effectively 
train employees as those experienced by their competitors in other areas of the 
hospitality industry (Barrows, 2000).
On-the-job training has its disadvantages. Three concerns of training in the hotel 
industry are: inadequate training, misapplication of the concept of on-the-job training 
and frequent sink-or-swim workplace initiations. On-the-job training is effective when 
trainers themselves are adequately trained; however, this concept of training is often 
misrepresented and instead the "show as you go" method becomes a poor substitute. 
In effect, the only similarity between the "show as you go" method and proper on-the- 
job training, is that they are both carried out in the job setting. Formal on-the-job 
training consists of a systematic approach to skills training and is carried out by an 
established trainer in a work setting where the right props are available, as opposed to
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simultaneously meeting work demands. Studies have shown that being "thrown into 
the deep end" is usually a frightening and overwhelming experience for new hires. It 
results in the acquisition of faulty techniques and what is described as merely treading 
water, barely being able to breathe and being robbed of one's dignity and grace 
(Poulston, 2008).
2.3.2 Classroom Training
Carter (2002) reported that 99 percent of companies use traditional classroom-based 
training. Bassett (2006) supported this finding with a survey which revealed that e- 
learning had not yet taken training out of the traditional classroom setting. This 
appears to be improving as the study revealed that 70 percent of the formal training 
provided was traditional, that is, it took place in the classroom. When the ASTD asked 
firms in 2001 how their training was provided, the result was split 76 percent via the 
classroom (Galagan, 2010). The training methodology employees most prefer is 
instructor-led training, which is also the training methodology most often received 
(Schmidt, 2007). Classroom training has predominantly been used to facilitate 
workplace learning in the hotel industry worldwide (Marquardt et al., 2000). A quote by 
Dolezalek (2003) on a Kimberly-Clark case indicated that it employs a combination of 
training methods to make sure that employees know how to get products to market 
and appreciate their own contribution to making the process efficient and effective. 
Many organisation encounter similar situations when choosing a training method: it has 
to be developed or obtained in accordance with a budget, it has to be developed in a 
timely manner and it has to be made available to all employees (Noe, 2005). Galvin 
(2003) offered an overview of how frequently instructional methods are used in the 
hotel industry. He found that traditional training methods which do not involve 
technology in the delivery of lessons are used more frequently than training methods
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which do involve technology, that is, instructor-led lessons, videos, workbooks, 
manuals and role play are used more often than virtual reality, simulations and 
computer-based games. The training methods being used in the hotel industry to teach 
employees new skills are broad and diverse.
Zhang, Lam and Bauer (2001) found that there should be more effort put into 
upgrading the managerial knowledge and skills of middle and upper management in 
the Hong Kong hotel industry and that such training could be carried out on-the-job or 
in the classroom. The study also revealed that the traditional training tools and 
techniques used most frequently in the Hong Kong hotel industry are not as effective as 
newer forms which involve technology. Other frequently used training techniques that 
are considered least effective are on-the-job training, classroom-style training, 
textbooks and manuals. In the hospitality industry there is heavy reliance on traditional 
training delivery methods which suggests that more innovative, effective and efficient 
tools aimed at improving both training delivery and training programme management 
are not being used (Harris & Bonn, 2000). Traditional classroom training programmes, 
such as that provided by Four Seasons Hotel Hong Kong, are supervisory and 
management development programmes, new hire orientation, and corporate and 
customer service training. The State of the Industry Report reveals that classroom 
training is the predominant mode of instructional delivery for leading edge firms (58 
percent) and benchmark companies (77 percent) in spite of the continued increase in 
instructional technologies such as computer and web-based training. Instructor-led 
training will mostly likely continue to be the predominant mode of instruction for most 
training methods, partly because of the unique qualities brought to the instructional 
relationship by the trainer (Farrell, 2000).
Most hospitality firm training professionals concur that the industry's main training 
issues include, but are not restricted to, the following: 1) trainee background; 2)
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programme quality; 3) programme delivery format flexibility; 4) the costliness of 
traditional delivery and 5) problems associated with monitoring training effectiveness 
and costs (Harris, 1995). Results show that traditional training techniques and tools are 
not used extensively in the hotel industry and there is a heavy reliance on them being 
used for a long period of time. Classroom-style training is most frequently used with 
large staff numbers; whereas, one-to-one training, such as on-the-job or shadowing an 
employee who is more experienced is most frequently used for job-related tasks. The 
tools used for training delivery are also in traditional format; textbooks and manuals are 
most frequently chosen; flip charts, overhead transparencies and PowerPoint 
presentation are the second most frequently used; and the third most frequently used 
tools are videotapes/DVD. Harris and Bonn (2000) indicated that existing training 
programmes remain traditional in format and lack the diversity necessary for improving 
the quality of communication and general effectiveness. Employers understand that 
employees need to continually upgrade their skills, knowledge and abilities (SKAs) in 
order to meet customer demands (Gamio & Sneed, 1992; Harris & Cannon, 1995; 
Haywood, 1992). Training Managers, however, appear to be unable to solve the 
problem of providing employees with training that is adequate in terms of efficiency 
and effectiveness to be able to consistently provide customers with high-quality service. 
Many hospitality-training executives are trying to find a solution to this problem 
(Barsky & Labagh, 1992; Gregor & Withiam, 1991; Ross, 1995). There is a correlation 
between high-quality training and improving employee SKAs; however, how 
employees will be selected and programmes developed which incorporate specific 
needs, should be determined prior to training (Farber & Berger, 1985). According to 
Keller (1991), continuing to use outdated training methods and tools, along with overall 
mismanagement of training, produces high turnover, unhappy employees and 
customers, and huge loss of funds allocated for training. Different levels of skill may
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require that training be offered in different languages, on different learning levels and 
in a way that is easily accessible. Training which depends on communication which is 
linear, is trainer-controlled, is limited in its communication of the subject matter, and 
also limits learner interaction and interest (Cavalier, Klein & Cavalier, 1995). Reports 
show that user-controlled training which includes subject matter with diverse levels of 
difficulty is superior to traditional training methods, highly motivating and cost 
effective (Choi & Hannafin, 1995; Ertmer etal., 1994; Kumar, Helgeson & White, 1994). 
Despite their popularity, studies suggest that such training techniques curtail student 
interaction when the participants are culturally diverse, and there are large 
discrepancies in learning and skill (Lee, 1997).
2.4 Scale of Training
The Vocation Training Council (2001) did a survey of organisations in Hong Kong, 
identifying four reasons why training would not be arranged for managers and 
supervisors in the next three years. First, because of manpower constraints, 
organisations find it difficult to release staff for training purposes; second, 
organisations believe their staff are already adequately trained; third, there are in 
insufficient resources to allocate for training; and fourth, some organisations do not 
feel it is worthwhile to train employees. The survey showed that the hotel industry has 
the largest percentage of managers (70.78 percent) and supervisors (76.11 percent) with 
no prior training, when compared to other Hong Kong industries. Among the 
companies surveyed, on-the-job training is the most preferred method of training with 
over 60 percent willing to adopt it over the next three years. Few companies (5 percent) 
surveyed said that they would use only off-the-job training for their managers and 
supervisors. Companies, which reported formal management training would be 
organised, were asked to identify from a list of management training resources over the
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next three years, a resource provision. Training budget was at the top of the list as the 
most commonly identified resource provision (managers 76.12 percent and supervisors 
76.3 percent). In Hong Kong, there are 16,195 hotel and catering related training venues 
offered by various providers. Of the 16,195 venues, only 1,882 are at the operative level, 
which is 11.6 percent, compared to 66.8 percent of the total workforce which is at the 
operative level. The remaining training venues are either at managerial or supervisory 
levels (5.3 percent and 8.8 percent respectively), or extramural studies (74.3 percent). A 
growing number of the hospitality training programmes depend largely on hotels and 
industry organisations to offer practical hands on training through 
attachments/internship arrangements. As a result, this creates a substantial burden on 
the host establishment operations and in the long term negatively affects the quality of 
service and industry standards (Li, 2005). Even though as many as 46 providers from 
the Hong Kong government sub vented to the commercially established, providing 
various tourism or hospitality related training programmes, there is still considerable 
need in the market for practical and specialised training programmes aimed at the 
operative level to generate the right manpower supply for the industry. Hence, 
vocational entry-level training would be critical to the future success of the Hong Kong 
hotel industry. There has been consistent demand for manpower in the industry despite 
the growing number of hospitality training venues available. The discrepancy between 
supply and demand appears to be the underlying problem. Most of the training 
programmes are directed at the higher education level with little focus on practical and 
hands-on training. Most hotel jobs require practical skill competency; however, the 
training programmes do not provide trainees with the necessary skills to carry out 
practical tasks. In addition, language training, especially trade English, should be 
emphasised as employees often lack confidence in using English. The hospitality 
industry in general requires a high level of English language proficiency (Li, 2005).
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Global competition is ever increasing. Hence, training programmes which aim to 
prepare employees to meet the needs of global customers have to be more efficient, 
effective and user-friendly. As well as personal differences, the workforce is depending 
more and more on technology to carry out work and communicate with internal 
customers (employees) and external customers (guests). Even though the hospitality 
industry is considered to be one of the largest worldwide, in terms of training, 
communication, quality evaluation efforts and general understanding of the most 
effective way to use a variety of technical tools, it is also regarded as technologically 
behind other industries (Tas, LaBrecque & Clayton, 1996; Tracey & Cardenas, 1996). It 
may be due to high staff turnover that managers are reluctant to invest in training 
(Davies, Taylor & Savery, 2001; Jameson, 2000; Loe, Ferrell & Mansfield, 2000; Lowry, 
Simon & Kimberley, 2002; Poulston, 2008) or there is insufficient time because of a 
busy work load due to recruitment and selection. Carrying out a task publicly with 
inadequate skill compromises service quality and can be demoralising and 
embarrassing for employees. However, there is strong evidence to suggest that training 
is inadequate and employees are disciplined for poor performance. Training and 
development has a direct impact on job satisfaction and organisational commitment 
(Lam & Zhang, 2003; Lowry, Simon & Kimberley, 2002; Pratten, 2003; Smith, 2002; 
Taylor, Davies & Savery, 2001) which in turn impacts employee retention. Hotels which 
offer inadequate training increase the problem of staff turnover (Lashley & Best, 2002; 
Reynolds, Merritt, & Gladstein, 2004) and compromise quality standards and 
profitability. Gultek, Dodd and Guydosh (2006) assert that the hospitality industry is 
well known for its high staff turnover rates. It is difficult to provide quality training to 
employees who do not stay in their jobs. For example, a service staff job can expect to 
be filled a few times a year. Training is therefore particularly costly for managers to 
organise in light of the high employee turnover rates. Moreover, if training does not
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result in an intended outcome, the need for the training programme becomes 
questionable. The problem with recruitment, retention and under-staffing, as well as its 
impact, is widely documented in the hotel industry (Baum, 2002; Brien, 2004; Choi, 
Woods & Murrmann, 2000; Gustafson, 2002; Jameson, 2000). Ulrich et al. (1991) 
asserted that high employee turnover has a negative impact on customer satisfaction 
and Simons and Hinkin (2001) that it has a negative impact on profitability. The 
industry has an unfavourable training reputation (Maxwell, Watson & Quail, 2004; 
Pratten, 2003; Poulston, 2008) even though the majority of hotels train staff on 
appropriate behaviour with customers. This claim is not well supported empirically. It 
would appear that many tourism and hospitality companies are in fact skeptical to 
some degree of activities related to business improvement. Johnson (2002) makes the 
argument that it is actually rational for hotels to reject a strong focus on training 
activities. There is widespread fear that organisational efforts to train employees are 
largely a waste of investment due to staff mobility (Patton & Marlow, 2002). As a result, 
hotels are reluctant to invest time, money and other resources into training (Lashley & 
Rowson, 2003; Beeton & Graetz, 2001). Thomson and Gray (1999), however, have 
connected hotels oriented to growth with a positive attitude toward training activity 
and heightened awareness of the importance of management development in 
particular. Vinten (2000) discovered that organisations undergoing higher levels of 
training also had a positive attitude toward training which lead to success, were inclined 
to incorporate training into company strategies, adopted practical training 
programmes rather than theoretical ones and recognised the strategic importance of 
training. Vinten asserts that when training is applicable to the needs of small 
organisations and delivered on-the-job in a way that is flexible it increases employee 
receptivity. Insufficient or poorly-designed training, especially for employees in the 
frontline, is evidently an impediment to the prosperity of some of these companies
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(Taner, 2001). Studies show that companies which invest generously in training are 
inclined to have exceptional performance on a variety of outcomes, including 
shareholder return (Bassi & McMurrer, 2004; de la Cruz, 2004). However, research 
suggests that hotel enterprises demonstrate less training effort than many other 
sectors of the economy (Croner, 2004). For instance, many of those sectors have 
depended on the apprentice learning model in which the focus is on new employees 
learning by doing and observing, rather than by undergoing formal training 
programmes (Ford, Heaton & Brown, 2001). There are suggestions that management 
can advance further by exploring the learning benefits which more sophisticated 
training methods provide. There is also evidence to support training being of 
considerable value in improving the decision-making abilities of personnel in hospitality 
and tourism (Sims, 2004; Brownwell, 2003). On the whole, training could facilitate an 
increase in the competitive advantage and productivity of organisations in the hotel 
industry (Baker & Fesenmaier, 1997). It can be used to cultivate professional pride and 
job satisfaction (Hensley, 1995). Studies have found that training provides a way of 
responding to the strategic and tactical moves of rival companies (Hassan, 2000). 
Moreover, it can improve the planning abilities of both upper and lower level personnel 
(Lam & Tang, 2003). Employees can be instructed on specific skills such as listening 
(Rautalinko & Lisper, 2004) and generating customer satisfaction (Simos, 2004; Hemp, 
2002). Previous records suggest that companies with limited training capability are only 
able to advance their profitability in this way (Devins & Gold, 2000). It has been 
observed by some researchers that trained personnel are more inclined to move on to 
jobs in other companies; however, studies suggest that this is untrue for either high or 
low skill jobs (Ramos, Rey-Macquieira & Tugores, 2004; Sanders & de Grip, 2004). The 
strong link between under-staffing, poor training and unfair dismissals indicates that if 
employees were better trained they would stay longer in their jobs and be treated more
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fairly. By contrast, inadequately trained employees are more inclined to behave in an 
unpredictable manner, resulting in performance related problems, high turnover, and 
so on. It makes sense financially to provide adequate training, if only to prevent 
negative staff behaviour (Poulston, 2008). Improving training provides solutions to 
problems such as under-staffing, constructive dismissal, sexual harassment, poor food 
hygiene and theft. Training may be instrumental in breaking the cycle of reactive 
management by decreasing the number of costly workplace problems. In an ongoing 
cycle, poor training may not only result in high staff turnover but also additional 
workplace problems, thus increasing turnover and exacerbating the cycle (Poulston, 
2008).
Training has a crucial role in the quality of customer services provided, especially in the 
hotel industry where service quality remains key in distinguishing a company from its 
competitors (Pratten & Curtis, 2002). Hotel operations must provide high-quality 
service in order to distinguish itself in a highly competitive industry (Cullen, 2000; 
Haynes & Fryer, 2000; van Zolingen et al., 2000). It has been recognised that training 
offers a solution to improving performance, such that organisations spend annually 
about US$200 billion on training (Awoniyi, Griego & Morgan, 2002). 37 percent of 
training and development spending in the United States is allocated for customer 
service and production workers (Marquardt et al., 2000). It has been shown that 
workplace training and employee development programmes improve problems related 
to productivity, employee turnover, production waste, product quality and customer 
service (Ninemeir, 2001). The human factor is crucial in hotel operations, with training 
becoming the optimum way to achieve a high level of service quality and increased 
revenues (Jiang & Susskind, 1997). Due to salaries, shift schedules and public perception 
of entry-level jobs, college and university food service managers encounter one of the 
highest industrial turnover rates (Gray, Niehoff & Miller, 2000). Moreover, given that
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these businesses depend on employee performance and due to their service encounter 
nature, the attitudes and behaviour of employees are key in determining service quality, 
customer satisfaction and organisational commitment (Kusluvan & Kusluvan, 2000). 
Because of its service-oriented and labour-intensive nature, the hotel industry is 
regarded as a predominantly people enterprise (Jiang & Susskind, 1997). Unfortunately, 
not all employees in the industry have the necessary comprehensive skills for providing 
quality service (O'Mahony & Sillitoe, 2001). It is therefore necessary to train personnel 
to ensure good service and distinguish a company from its competitors (Barrows, 2000). 
Nevertheless, training is a key factor to success which includes planned programmes 
aimed at improving individual and group performance, which conversely presupposes 
changes in employee knowledge, skills, attitudes and behaviour. Employee training is 
crucial for enhancing frontline expertise and also critical for any innovation process, 
particularly at the launch-preparation stage. Training should not only be conceived as a 
high priority for the success of independent hospitality innovations but also the 
approach should be systematically structured. Successful innovative service projects 
incorporate both general and specific skills training as well as provide customer-contact 
employees with training to develop interpersonal skills (Ottenbacher & Gnoth, 2005). 
This is supported by Chang, Gong and Shum (2011) who argue that equipping core 
customer-contact employees with multiple skills improves incrementally and radically 
innovations among hospitality organisations. In addition, hospitality firms constantly 
aim to incorporate strategies which improve customer satisfaction and loyalty. A 
strategy which contributes to greater customer satisfaction and loyalty is training 
employees, namely managers, in being able to remember the faces and names of 
guests (Magnini & Honeycutt Jr., 2005).
Motorola asserts that for future business challenges the most critical weapons are 
responsiveness, adaptability and creativity. Motorola has established a new campaign
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based on lifelong learning to develop these attributes. All employees receive up to 40 
hours of annual training. In 2000, Motorola quadrupled the individual minimum training 
hours. The cost estimate for this level of training is roughly US$600 million annually 
(Business Week, 1994). Companies like Motorola invest generously in training because 
they understand that increased productivity, quality and competitive edge ensure 
increased future dividends (Read & Kleiner, 1996).
2.4.1 Presence of Instructor/Facilitator
Training methods which involve face-to-face interaction with an instructor are 
considerably more popular than solitary-type methodologies. This may be due to the 
nature of the hospitality industry itself. Employees in customer or technical service jobs 
are often employed in these positions because they enjoy contact with people. The 
importance of this contact for employees may transfer to the learning environment 
(Schmidt, 2007). In an additional breakdown of training methodologies, it could also be 
argued that the most preferred training methods by employees (instructor-led training, 
one-on-one training and job shadowing) are similar in so far as they involve a great 
degree of contact and communication between instructor and student or students. It 
has been found that training methods which involve an instructor or coach are 
significantly more popular than solitary training methods such as computer-based 
training or self-study, for example, study based on videos. Having an instructor present 
to interact with, question and help resolve problems is key during training. Interacting 
with an instructor or experienced employee may also be key from the point of view of 
employee socialization (Schmidt, 2007). The relationship between trainer and trainee is 
a highly specialised form of communication where both participants assume specific 
roles. The trainer/facilitator's role is complex. It involves being able to assess the 
potential of trainees, administrate instruction, monitor feedback and adapt instruction
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based on the needs of trainees. T rainees have an essential role in providing feedback on 
how the training is progressing (Farrell, 2000). Training professionals are key in that 
they help develop the workforce and provide employees with career opportunities for 
improvement while also helping reduce turnover rates and personnel costs. 
Development is also instrumental in cultivating an environment that will attract quality 
employees. Organisations which train and develop human capital are noted for the 
value they place on employees, which in turn increases the quantity and quality of the 
candidate pool (Kalargyrou, Robert & Woods, 2011).
2.4.2 Training Offered to Different Levels of Staff
Interestingly, some hospitality firms still take the traditional approach to management. 
They see employees as costs rather than assets and therefore offer only limited training 
to specific groups of employees. Abeysekera (2006) noted in a privately owned hotel 
group that managers' approach to providing training to employees was not a proactive 
one. The effect of such a human capital management approach on company outcomes 
was not explored; however, it can be assumed that as a result of the management 
practices with regard to the generation of critical hospitality innovation that company 
success will ultimately be compromised (Chang, Gong & Shum, 2011). In dealing with 
global challenges, company leaders realise that training and personal development of 
middle and upper management is a crucial business strategy while different training 
approaches are needed for employees at different levels within the organisation. In 
addition, the type of training must also meet both the employees' ongoing 
development needs and the needs of the organisation. For example, at Disneyland in 
Hong Kong each individual has a 'training roadmap' at the managerial level. Training 
programmes vary and are determined based on individual profiles and particular 
development needs. Since the Learning and Development Department oversees and
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monitors the completion rate of training programmes, the development opportunity 
for employees has to be carefully planned out (Adams, 2001).
Hotel employees in Hong Kong prioritise opportunities for job advancement and 
development. Conversely, hotel employers should prioritise training and development 
programmes in order to motivate quality employee performance. There is suggestion 
that the hotel industry should put more emphasis on internal and external training 
opportunities for employees (Wong, Siu & Tsang, 1999). This could be achieved by 
arranging regular quality in-house training programmes, seeking external training 
opportunities and offering more generous education subsidies or allowances. The Four 
Seasons Hotel Hong Kong provides internal and external training to rank-and-file staff. 
In-house telephone manner training, train-the-trainer workshops and inviting external 
consultants and organisations to carry out external training in Putonghua, Japanese, 
system training and so on, are some examples of the hotel's training practices. The 
hotel also offers a US$1,000 education subsidy to employees who take courses at 
universities or educational institutions. In the long run, it is advantageous that hotel 
employers consider and prioritise career planning for employees. However, traditionally 
in the Hong Kong hotel industry this has been a weakness of human resource 
management (Wong, Siu & Tsang, 1999). Video, the most frequent and innovative form 
of technology used, is widely available to management and corporate executives but 
less so to wage-level employees. It is also more available to employees in big 
corporations than in small firms. The majority of wage-level employees undergo on- 
the-job training, classroom style instruction and management/supervision in small 
groups by external professional services (Adams, 2001). It is suggested that personality 
assessment may have a significant impact on the creation of first-line management 
training and development programmes. The objective assessment of potential trainee
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personality profiles may produce appropriate content for organisational and individual 
management development and training programmes (Ineson, 2010).
2.4.3 Training Budget
Yang and Cherry (2008) explored the fact that many hotels allocate limited spending 
and investment to employee training and development even though the importance of 
training and development is evident and is guaranteed to improve company 
performance. Some hotels report that a limited training budget is due to their 
proprietors regarding training and development as an expense rather than an 
investment. Introducing more sophisticated training programmes is curtailed by the 
limited budget available to them. Kline and Harris (2008) report a careless approach to 
corporate spending and monitoring of training, which has become a major expense in 
the hotel industry. They investigate hoteliers' failure to keep track of accountability for 
employee development investment. Executives tend to focus on high costs related to 
staff turnover, customer dissatisfaction with products and services, and staff 
operational errors. Instead they should focus on training methods which reduce or 
eliminate these concerns. This problem is due in part to training managers not so 
readily placing value on the overall benefits of training to improve organisational 
performance. There are two possible reasons for this problem; hoteliers may have a 
narrow definition of business performance in relation to financial dimensions and 
disregard other non-monetary aspects of organisational performance, such as quality 
of service and customer satisfaction; and successful business performance is produced 
from a variety of factors, making it is impossible to precisely measure the financial 
performance benefits linked with training expenditure (Lashley, 2002). Annually, 
billions of dollars are spent on training employees. In 2006, American companies spent 
approximately US$129.6 billion dollars on employee training and development (HR
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Magazine, 2008). On average, American companies spend US$1,850 a year, per 
employee, on training (Saranow, 2006; Ruiz, 2006). In terms of resources, this is a 
potentially significant amount for companies. It means that, on average, a company 
with 100 employees spends approximately US$185,000 a year on training while a 
company with 1,000 employees spends about US$1.85 million dollars. One can expect 
training costs in the hospitality industry to be even more excessive, mounting 
significantly with the increased rate of average turnover for hourly employees. In 2005, 
it was 102 percent for employees and 33 percent for managers (Popp, 2006; Watkins, 
2006).
Top lodging companies frequently plan and implement training and development 
programmes based on poor and incomplete needs analyses, and more significantly, top 
executives' lack of demand for accountability (Kline & Harris, 2008). Accountability 
within training departments is paramount as in all profit and service centre areas of 
business (Phillips & Phillips, 2005). The lodging industry does not have an established 
system which monitors the ever-changing nature of human behaviour and other 
indeterminate but bottom-line contributions and expenses. There are systems for 
monitoring dollars-in and dollars-out revenue, inventory and outcomes of hotel-related 
service events; however, tracking employee reactions to training and evaluations of job 
contribution as a result of this development (or lack of it) is considered too difficult to 
manage. The subjective nature of evaluating employee contribution or potential is one 
of the biggest challenges of determining the true value of training (Kline & Harris, 2008).
2.4.4 Need for Training
Training Managers need to provide the time, money, tools, facilities and opportunities 
for training, and take the necessary steps to make sure employees know that the 
resources provided are sufficient and adequate for the training purpose (Rodriguez &
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Gregory, 2005). Results show that employees have a more favourable response to 
training if they believe it is advantageous for them. Managers need to motivate 
employees intrinsically and extrinsically, for example, through money and positive 
feedback. Findings indicate that in order for training to be effective, it must satisfy a 
specific need which is recognised by the trainee him/herself. Managers should 
communicate clearly to trainees how training will benefit them and improve their job 
performance (Rodriguez & Gregory, 2005). Hotels must acknowledge the demands for 
change but also recognise that informational and technological advances are causing 
many traditional employee skills to become obsolete. The ever-present threat of 
knowledge obsolescence necessitates training and retraining, not only for individual 
progress but also organisational success (Read & Kleiner, 1996). Change necessitates 
training but also the drive to attain and maintain competitive advantage compels 
organisations to invest generously in employee training (Read & Kleiner, 1996). Hotels 
do not carry out appropriate needs assessments for training. B re iter and Woods (1997) 
found that budgets are small and needs assessments are poorly conducted in the hotel 
industry. Tracey and Tewes (1995) assert that a comprehensive needs analysis can 
determine hotel training needs but there is nothing to support the fact that hotels 
currently carry out appropriate training needs analysis. B re iter and Woods (1997) also 
assert that given the limited training funding not surprisingly hotels employ low cost 
methods to identify training needs. Johnson (2002) claims that small budget hotels are 
justified in rejecting a strong emphasis on regular training as well as training needs 
analysis. Vinten (2000), meanwhile, found that medium-sized and mid-priced hotels, 
which implement higher levels of training, have positive attitudes about training 
leading to success. Massey (2004) makes the argument that it is generally accepted 
that there is a positive link between hotel size and hotel class, and the decision to invest 
in training. It was also found that the smallest and budgeted hotels spend the least
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amount of money on training. Kotey and Folker (2007) discovered that the extent of 
formal training increased as company size increased. It would appear, as hotels advance 
to higher levels, the need for training, especially customer service training, increases. 
Delivering high quality customer service has an important role in the hospitality 
industry, especially in luxury hotels. Definitions vary in the literature; however, service 
quality is commonly understood as general approval of a service (Greenbank, 2000). 
The evaluation of service quality is more challenging than an evaluation of the quality of 
goods given to the nature of the services, for example, their intangibility and variability. 
When determining the star level in Forbes Travel Guide or any hotel systems 
classification worldwide, this is one of the criteria for assessment.
Previous research reveals that training is essential for firms associated with the hotel 
industry as it allows them to remain competitive and profitable (Faulkner, 2004; Baruch, 
2004). Competition in the hotel industry is growing and rivals need to upgrade their 
operations on a regular basis in order to satisfy customers' demands for quality service 
and a trouble free hotel experience (Goeldner, 1997; Watkins, 1997; Hudson, Hudson & 
Miller, 2004). The industry is continually changing; however, it is generally accepted 
that the rate of learning must exceed the rate of change (Mittleton, 2003). In light of 
this, training presents one of the biggest challenges for managers in the industry (Enz, 
2001). Arguably, extensive training is unnecessary; hotels have the option of hiring 
highly-qualified individuals who already have the necessary skills, knowledge and right 
attitudes. However, studies show that it is usually more advantageous for organisations 
to generate their own productive employees rather than depend on 'stars'from outside 
the organisations (Groysberg, Nanda & Nohria, 2004). Usually, such individuals start 
out strong but their 'wow factoK quickly diminishes. It has also been found that they 
often go from one organisation to another and generally do not do as well in their new 
job as they did in their previous one. Upon joining a company they are usually given
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preferential treatment and good salaries, which is damaging to the morale of existing 
employees. Given these shortcomings, it would be more beneficial for managers and 
company executives to focus on producing their own quality employees rather than 
new hires with all the apparent necessary qualifications (Peterson, 2006).
2.5 Definitions of Computer-based Training and Use of Technology
A review of the literature shows an increase in the technological and computer-based 
programmes available for training employees. However, there is little literature which 
describes how computer-based training is implemented and how it will be used in the 
future in the hotel industry, especially in Hong Kong hotels.
Computer-based training (CBT) can be divided into two kinds of instruction: computer- 
assisted and computer-managed. With computer-assisted instruction, training occurs 
during dialogue between the computer and the trainee so that the computer acts as an 
instructor. Information, for example, questions, is provided via the monitor and the 
trainee responds by typing on the keyboard. With this system, one terminal is required 
for each trainee (Read & Kleiner, 1996). Computer-managed instruction is different in 
that most of the training occurs off-line. The computer assigns each trainee 
personalised instruction modules, the completion of which is away from the terminal. 
Once completed, the computer assesses the trainee's learning, identifies areas of 
weakness and assigns additional work if necessary. The advantage is that less time is 
spent online allowing many employees to use a single terminal and significantly 
reducing training costs (Read & Kleiner, 1996). Subjects with high knowledge content 
may need minimal facilitator contact, thus enabling trainees to work on their own using 
technology-based resources such as CD-ROM, electronic books, computer programmes, 
hypertext, and so on (Landen, 1997). Computer-based training is an interactive training 
activity where the learning stimulus is provided by the computer, the trainee responds.
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the computer analyses trainee responses and then provides feedback (Noe, 2005). 
Computer-based training consists of interactive video, CD-ROM and other systems if 
they are computer-driven. The most commonly used computer-based training 
programmes consist of software on a CD-ROM which can be used on a personal 
computer. Computer-based training has become more advanced with the development 
of the DVD and with more widespread access to the Internet. Noe (2005) cites some 
examples of computer-based training as "CD-ROM, DVD, interactive video, the Internet, 
web-based training, online learning as well as virtual reality". Videos, which have long 
been used for training and education purposes, usually result in a passive experience 
which is not the most effective way to learn. There are a number of CD-ROM products 
available on the market, the aim of which is to assist in the expatriation of business 
professionals. Such products are called real-time training devices as most of them 
possess interactive capabilities whereby the expatriate is able to make queries and 
access information when needed. The customisation and interactivity of these real­
time training devices are on the increase with the advancement of current computer 
technology. Two advantages that using CD-ROM products have over using other real 
time training modes are: they are not fixed to a specific time (the expatriate can used 
them anytime); and response to a query is immediate (the expatriate does not have to 
wait) (Magnini, 2009). Computer-based training allows organisations to test individuals 
on the subjects being provided to gauge how much learning has occurred. Computer­
generated reports can provide the employer with a clear indication of employee 
achievement. Successful organisations such as Chrysler Corporation, RJR Nabisco, 
Catapillar and Bethlehem Steel educate their staff by using the most efficient and 
effective methods and tools on the market (Murphy, 1992; Sharpe, 1992; Rothschild, 
1991).
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There is an increase in the demand for corporate managers to generate cost-effective 
learning strategies. A global market in recession increases competition. There is a 
greater need for creativity and innovation while rapid developments in technology are 
followed by an emphasis on saving of corporate resources. Training must be cost- 
effective; however, cost and effectiveness must be equally important. A choice can be 
made between e-learning and classroom training. Research suggests that e-learning 
can considerably reduce training hours and costs (Julin & Ejiskov, 2009). Training 
Managers seek greater flexibility but also ways in which they can absorb the training 
costs. The introduction of computer-based training is an important consideration here 
but perhaps not in the way one would expect (Anonymous, 2002). Technological 
change has been a motivating force for changes in society and organisations which has 
also had a direct impact on changes in education and training. The rapid development 
of electronic systems and information technology necessitates a different approach to 
training. Expense is an issue; however, the hardware and software requirements to 
support the system can be costly. The time and money needs for development of 
computerized instructional material can be significant. Hence, computer-based training 
is most suitable for training courses with high enrolment and stable content (Read & 
Kleiner, 1996).
2.6 Features of Computer-based Training
Training techniques and materials are quickly changing with technology, demographics 
and even terrorism motivating some of these changes. E-learning has provided a viable 
alternative for traditional in-house training as trainees have the convenience of being 
able to attend training seminars anywhere as long as there is a computer and internet 
connection. Furthermore, demographic changes and changes in the workforce 
correspondingly produce changes in attitudes, culture, values and the motivations of a
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workforce becoming increasingly more diverse. Security training has become 
exceedingly more important, especially following the September i i ,  2001 bombing of 
the New York World Trade Centres (Kalargyrou, Robert & Woods, 2011).
2.6.1 Level of Computer-based Training Adoption
It has been shown that computers benefit training and transfer of information in many 
Fortune 500 companies, such as Ford Motor Company, J.C. Penney, Walmart and IBM. 
Computer-based training reduces employee training time, enhances learning and 
retention, and improves sales (Harris & West, 1993). It was found in training entry-level 
hospitality managers that using interactive videos produced the same test scores in less 
training time than instruction based on classroom training (Harris & West, 1993). These 
findings suggest that an interactive-training programme is not necessarily more 
effective than traditional classroom training but it is more time efficient for training 
groups (Harris & West, 1993). Computer-based training can provide new hires with a 
jump-start toward becoming productive staff members. Some programmes are aimed 
at entry-level employees while others target employees who would benefit from 
advanced skills (Durocher, 2000), for example, supervisors and managers. Computer- 
based training is based on an interactive rather than linear process, such as adopting 
multimedia video. The benefit of interactive media is that the trainee cannot "zone out". 
The training includes exercises which reinforce learning throughout each session and 
which must be completed before advancing to the next session (Durocher, 2000). By 
definition, such training is optimum in preparing trainees for interactive tasks or skills. 
For example, it would be suitable for training customer service representatives who 
must interact with customers and establish what kind of interaction works best with a 
particular customer type (Durocher, 2000). Computer-based training is also effective 
with multiple sites that are geographically dispersed. The same training can be
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delivered to employees in different geographical locations without having to provide or 
send an instructor to deliver a training programme. The technology is also suitable for 
trainees who benefit from learning at an individual pace and on their own time 
(Durocher, 2000). Moreover, computer-based training can be provided in a multi­
lingual format in accordance with an employee's profile. It is also effective with 
individual restaurants which have large staff numbers in a single job category (Durocher, 
2000). Hofstetter (1995) indicated that multimedia is rapidly becoming a basic skill 
which would be as crucial to life in the next century as reading is today. He found that 
multimedia is very effective when used in classroom training which is gauged by 
learners' retention rates. Multimedia enables learners to see, hear and do at the same 
time. These three senses combined together enhance learners' retention rates then 
when seeing, hearing and doing are performed separately. The use of computer-based 
multimedia technology and high-quality programmes has reduced training costs and 
the amount of erroneous information communicated to customers.
2.6.2 Perceived Impact of Computer-based Training
Confronting increased competition but with fewer business resources, a recession and a 
growing global market, the demand for cost-effective learning strategies is escalating. 
Research suggests that training hours and training cost can both be reduced by using 
computer-based training as a corporate learning strategy (Julin & Ejiskov, 2009). 
Technology adds substance and flexibility to training and its implementation is growing 
(Goad, 1997). Schaffer and Hannafin (1986) claimed that interactive technologies have 
had a significant effect on training and will continue to do so. Questions remain about 
the quantity and quality of interactive learning as to which is more effective in 
mastering a subject matter; however, organisations which use computer-based training 
categorically conclude that it is superior to traditional methods of instruction.
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Benefits of Computer-based Training
Using information technology has become crucial in today's business environment. 
Evidence that information technology has become accepted and widespread is 
apparent in many areas of the service industry in general and in the hotel industry in 
particular, for example, MICROS OPERA Enterprise Solution of Property Management 
System (PMS), MICROS 9700 HMS Point-of-Sale System of Food and Beverage Division, 
SpaSoft of Spa Department, Delphi of Catering Department, PeopleSoft of Human 
Resources Division, and so on. Information technology has dramatically changed the 
nature of products, processes, companies, industries as well as competition. Previous 
studies have suggested that information technology can be used as a strategic weapon 
to allow a company to obtain competitive advantage, which is defined as "benefits 
accruing to a firm in terms of changes in the firm's competitive position" (Sethi & King,
1994). Aksu and Tarcan (2002) asserted that using information technology produces 
competitive advantages, reduces costs, results in more time and the acquiring and 
sharing of information in the hotel industry. It can also be asserted that there are many 
different forms of usage within information technologies, for example, e-mail, Internet, 
intranet, central reservation systems, electronic trade, Web applications, and so on. 
Travel agencies use Internet as a communication tool and hotels use it to market their 
goods and services, to book reservations and to assess customer feedback such as 
complaints and suggestions. Technology, meanwhile, influences the way many 
organisations provide their training.
Technologies have had an effect on training delivery, administration and support (Noe, 
2005). Technology offers a way of being able to provide consistent training and 
evaluation which is quantifiable. Allen (1998) states "Students hear, see and learn the 
same procedures regardless of their past experience or learning skills". Students
49
continually interact with the information presented and may be periodically tested by 
the system to determine their performance levels. These levels may be measured 
against company criteria to determine the progress and suitability of each employee. A 
society which is industrialised needs a considerable amount of training, for example, 
assembly line workers are needed to make products, technicians are needed to 
understand complex systems and repair them, doctors need to test their knowledge of 
medicine and illnesses without compromising human lives, and so on. Technology is 
the one tool which is best able to solve these problems (Farr & Psotka, 1992). 
Computer-based learning has developed a key role in the powerful and transformative 
impetus to meet learning demands and extend the parameters of traditional forms of 
training. Due to its rapid development, computer-based learning has become an option 
for any organisation seeking to advance the skills and capacity of its staff, to improve 
staff morale and increase staff retention rates. More and more organisations are 
discovering that computer-based learning provides the kind of accessible, efficient and 
cost-effective training that suits their needs. Some organisations have also come to the 
realisation that computer-based learning result in competitive edge, for which reason it 
is being incorporated into overall business strategies (Ali & Magalhaes, 2008).
There is a lot to be gained from information technology in terms of competitive 
advantage. Customer satisfaction can only be obtained by having accurate customer 
information so as to meet their needs and provide current information on the industry's 
competitive environments. Products, and services' customer are relying on newer 
technology for recreational information and more convenient ways of booking (Main,
1995). More advanced technology in addition to lower costs for the technology are 
changing training delivery, making it more realistic and providing employees with the 
opportunity to choose where, when and how they conduct their training. New 
technologies, like Internet, e-mail, CD-ROMS, DVDs and satellite, provide flexibility for
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training with regard to time and place (Noe, 2005). The Internet and the Web give 
employees access to information and enables them to send and receive this
information. It also enables them to locate and gather resources, such as software,
photos, videos, and so on. The Internet means that employees have immediate access 
to and can communicate with people with expertise. They can join newsgroups and 
bulletin boards devoted to specific subjects of interest, and they can post messages, 
respond to messages and other postings (Noe, 2005). He identifies the American
Society for Training and Development (ASTD) which has a website
(http://www.astd.org) where users are able to research articles on training areas, review 
training programmes, obtain training materials and participate in discussions via chat 
rooms on various training subjects such as e-learning and assessment.
Absence of Instructor/Facilitator
Instructors and trainers have a crucial role in the learning environment but also have 
normal human constraints such as time restrictions, inconsistent delivery of training 
materials, limit of class size/how many trainees can be trained at one time, and the 
challenges of identifying and accommodating the specific learning needs and speed of 
individuals (Hird, 1997; Mattila, 1997; Shundich, 1997). The hotel industry is confronted 
with two critical challenges: managing a work force with is culturally diverse and 
preparing this work force for productivity. Training provides a solution to dealing with 
these two challenges (Brecka & Rubach, 1995; Rodger, 1993; Thomas, 1992). Studies 
have shown that the computer is way to improve training effectiveness (Ferreira, 1997; 
Hofstetter, 1995; Law, 1997; van Hoof et al., 1995). Davis (1989) carried out two field 
tests with 107 technology users and found a significant link between technology users' 
attitudes towards usefulness, convenience of use and user technology acceptance. 
Moreover, technology users' attitudes towards usefulness and technology usage and
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also convenience of use and technology usage reveal relatively strong connections. 
Downey and Zeltmann (2009) explored an important factor in successful IT training, an 
employee's perception of his/her computer competence and skill. Computer self- 
efficacy (CSE) helps determine the computer activities an individual would like to 
engage in, the effort to be spent in pursuing and learning the activity, and it helps with 
perseverance to overcome obstacles. Organisations provide computer skills training to 
improve competence and performance of on-the-job tasks. Self-efficacy studies reveal 
that motivation aspects must be considered in addition to presenting skills and 
knowledge items to employees. Employees with high self-efficacy have better 
retention rates, learn more quickly and show more persistence when confronted with 
adversity. Hence, trainers should focus on students' self-efficacy as a vehicle to learning 
skills as well as on the skills themselves (Downey & Zeltmann, 2009).
Gavin (2003) and Frazis etal. (1998) found that 69 percent of training is instructor-led in 
the classroom, 16 percent is computer-based training with no instructor, 10 percent is 
instructor-led via a remote location and 5 percent is other training methods. There are 
many benefits to using technology for training such as lower travel costs, better 
training accessibility, consistent delivery of training materials, better access to experts, 
shared learning, exchange of information and feedback and the ability for trainers to 
learn at their own pace. Even though trainer-led classroom instruction is still the most 
preferred training methodology, firms report plans to deliver a vast amount of training 
through learning technologies such as CD-ROMs and intranets (Noe, 2005). Technology 
has lowered costs associated with training delivery, improved the effectiveness of the 
learning environment and facilitated training's contribution to business objectives (Noe, 
2005). Computer-based-learning has two kinds of benefits. The first benefits are 
strategic which enhance competitive advantage through the ability of e-learning to 
develop a global workforce, react to shorter cycles of product development, manage
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flatter organisations, adapt to employee work formats and hours, and improve skills 
and knowledge. The second kind of benefits are tactical which include decreasing travel 
expenses, offering just-in-time learning, facilitating course updates and reinforcing 
current network infrastructure (Ali & Magalhaes, 2008).
Computer-controlled training systems provide programmes which aim to 
accommodate the individual needs of staff. Unlike computer-based programmes, 
trainers cannot guarantee consistency of delivery over repeated sessions, be 
immediately available to trainees or may not have the skills required to cope with the 
diverse learning levels and modes of communication of a varied employee population 
(Harris & Bonn, 2000). The 1999 ASTD State of the Industry Report revealed that 
instructor-led training is declining in leading-edge companies while use of digital 
instructional technology is on the rise (Farrell, 2000).
Friend and Cole (1990) noted that trainees did, however, prefer to have a trainer 
present when using interactive programmes, suggesting that training effectiveness and 
trainee motivation may rely on a facilitator being present at some time during the 
instruction. Magnini and Honeycutt Jr. (2005) also noted that in spite of technological 
advancements, a long standing feature of good customer relations continues to exist. 
That is, in cultivating and maintaining customer loyalty and commitment, it remains 
crucial in face-to-face encounters to remember and address customers by name. 
Technology is unable to replace the actual presence and interaction of people.
2.7 Factors influencing Adoption and Non-adoption of Computer-based Training
Despite technological advances, limitations remain with technology's ability to react 
independently to the diversity of learning demands which may be unforeseen, resulting 
in an enduring need for instructors to be present during training. Even though advances 
in technology may facilitate to some extent cost concerns, instructor-led training
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remains something to consider (Landen, 1997). Trainee attitudes, facilitator skills in 
working with technology and technological constraints nevertheless may be limiting 
factors and also need to be considered (Landen, 1997). Perry (1970) maintains that it is 
easy to achieve knowledge outcomes at a shallow level of learning; however, more in 
depth learning may involve trainees questioning instructors and vice versa in order to 
achieve clarity, understanding and for evaluations to be made on progress. This may or 
may not be feasible, depending on how sophisticated the technology is. Most likely, the 
development of many interpersonal skills still need human contact and many trainees 
still prefer instructor-led training/face-to-face delivery of training materials. Self (1989) 
asserted that knowledge was acquired only through criticism. There is a continual need 
for discourse in helping learners overcome analytical and conceptual challenges 
(Laurillard, 1993). Thus, a significant amount of human involvement is also required in 
order to clarify understanding and offer feedback. In spite of the vast amount of 
resources allocated to implementing increasingly more sophisticated applications of 
information technology, many case studies still report failure. As expectations about 
the advantages of information technology increase, failure to realise the advantages 
seems even more disastrous. Failure is defined in a number of ways but commonly it 
rests in the perceptions of organisational executives for whom it is reflected in late or 
budget breaking projects, in the inability to fully realise anticipated gains or obtain the 
approval and enthusiastic support of users and management (Cannon, 1994).
Julin and Ejiskov (2009) investigated the differences between e-learning and classroom 
training, and between different training and learning programmes. Measurement was 
based on response, learning and transfer. The study found that e-learning produced a 
noticeably higher learning efficiency than classroom training. Overall, E-learning 
programmes were found to be more cost efficient compared to classroom training. 
Meanwhile, it was also found that classroom training performed considerably better
54
with regard to retention and transfer. However, three months following training, it was 
found that the two approaches had resulted in the same level of knowledge and skills. 
Depending on company size and the kind of training used, 15 percent to 30 percent of 
the companies surveyed said they used a combination of traditional teaching methods 
and e-learning in their training programmes (Bassett, 2006). This shows a combination 
of the advantages and disadvantages of both classroom training and computer-based 
training. Alternatively, while the computer-based training trend may be meeting 
growth expectations, another trend, outsourcing training, is also continuing to grow 
(Bassett, 2006). The study showed that insufficient managerial strategic planning of 
training schemes generates scepticism about the value of e-learning to the 
organisations, and incongruence between e-learning objectives and organisational 
goals ultimately renders e-learning ineffective. Moreover, an organisation's inadequate 
training strategies regarding e-learning does not support assigning the added value it is 
presumed to achieve. Hence, e-learning is not successful in enhancing the ability of 
employees to interpret and synthesize information, make connections, recognise 
patterns and share information at the right time if effective plans are not implemented 
(Ali & Magalhaes, 2008).
Since traditional hospitality is at the heart of the hotel industry, service quality and 
technology are independent and incompatible ideas. As a result, technology has 
traditionally played a secondary role in the hotel industry (Law & Lau, 2000). Studies 
suggest that cost competitiveness, mobilising employees and partners, and creating a 
robust service delivery system are the three main competitive strategies which senior 
managers use, while creating positional advantage with information technology and 
product differentiation are areas where confidence is lacking (Wong & Kwan, 2001). 
Disagreement on the effect of IT on competitive advantage is one of the challenges 
when investigating IT within the hotel industry. Regardless of how much has been
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invested in IT over the years, studies have revealed that decision-makers have difficulty 
choosing appropriate methods when making decisions about whether or not to invest 
in a specific IT project. Potential risks, lack of accurate measurement methods and 
imprecise identification and assessment of the costs and benefits of IT investments are 
the main issues for decision-makers in lodging properties. There are crucial concerns on 
how to measure the advantages of IT investments and how to choose a measurement 
method which is most conducive to achieving the objectives of managers of lodging 
properties (Karadag, Cobanoglu & Dickinson, 2009). Such concerns have been voiced 
by many scholars and further reiterated by Watkins (2000) who stated that a large 
number of hospitality organisations have inadequate oversight procedures to gauge 
the effectiveness of their IT spending. A significant amount of these challenges are 
linked to the value of information itself. Information is devoid of intrinsic value; hence, 
its value relies on specific function and the individuals and circumstances involved. 
When it is difficult to quantify benefits, managers resort to qualitative arguments 
(Maritan, 2001).
IT applications in the hotel industry have mostly been dedicated to dealing with the 
routine operational problems which take place in the normal running of a hotel. The 
hotel industry has previously been criticised for its reluctance to capitalise on the 
benefits of IT application (Law & Jogaratnam, 2005). IT is applied to improve customer 
services and operational effectiveness as well as replace the existing paper system. It 
would appear hotel decision makers are unaware of the importance of IT in developing 
business strategies, which would explain why hotels seldom use it for high-level 
business decision-making (Law & Jogaratnam, 2005). Even though the hotel industry 
has developed sophisticated evaluation methods over the years (Wang, 2006), it has 
failed to provide an adequate solution for how to improve IT decision-making. Hotels 
with centrally managed IT are inclined to use evaluation methods which are more
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financial than non-financial since all investments are expected to produce a positive 
return on investment. For a hotel with locally managed IT this could be advantageous 
because when there are no strict ROI benchmarks it is easy to stimulate innovative 
projects. This can also be achieved by hotels with corporate managed IT if they are able 
to separate innovative projects from strict evaluations. Clearly, chain hotels have a 
strong advantage over independent hotels with regard to IT investments due to the size 
of the IT budget and expertise of IT employees. This was confirmed by the report that 
the IT innovation index of hotels (that is, how many technology systems are employed) 
with IT that is corporate managed is considerably higher than the IT innovation index of 
hotels which have IT managed at the property level (Karadag, Cobanoglu & Dickinson, 
2009). Ali and Magalhaes (2008) stressed that the adoption and implementation of e- 
learning is impeded for technical reasons. The technical impediments most commonly 
noted are "system crashes, bandwidth and infrastructure upgrading, accessibility, 
usability, technical support" (Ali & Magalhaes, 2008) and perceived problems 
associated with using such a system due to the fact that the user presumes he or she 
must acquire and master new skills and cope with specific procedures. Technology is 
one of the main challenges in using e-learning. It requires that both the organisation 
and the learner make adjustments. To effectively use e-learning, organisations must 
incorporate e-learning technology with current systems, with particular consideration 
of the capability and compatibility of software and hardware. Organisations must 
guarantee that they are capable of running e-learning systems, train employees to use 
them and upgrade or customise as needed. As a result, many corporations believe e- 
learning creates technological demands which have a negative impact on systems 
which are already strained. Additional problems are system breakdowns and low 
bandwidth which compromise the ability to deliver e-learning solutions. Technical 
support is also important, especially in a situation where this service is not provided by
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the suppliers. Consequently, corporations are reluctant to use e-learning as a training 
option (Ali & Magalhaes, 2008).
2.7.1 Perspectives from Management
It was found that senior management resistance to e-learning had a negative influence 
on the lower ranks that were also reluctant to buy into e-learning projects (Ali & 
Magalhaes, 2008). One respondent reported a "lack of trust in e-learning" when 
describing interpersonal relationships within the organisation. Even when there were 
benefits to be gained from e-learning, it was still downgraded due to group rivalry 
within the organisations. Other respondents reported inadequate managerial support 
in the absence of clear training and learning policies directed at developing the 
knowledge and skills of employees. The inadequate support proved to be a trigger for 
the permanent cessation of e-learning projects in the respective organisations. In other 
organisations, e-learning projects were pending because no clear decisions had been 
made. In one organisation, the person(s) responsible for an e-learning project had 
resigned. Interestingly, one respondent reported that competitors were enrolled in the 
same e-learning courses; hence, senior management concluded the e-learning was not 
giving them a competitive advantage. Another respondent commented on inadequate 
e-learning materials, saying that the content in the e-learning modules was in fact poor 
and that there were limited opportunities for interaction. Consequently, many 
employees felt unmotivated about the prospect of e-learning and many others 
displayed a large degree of resistance and reluctance during the transition from 
traditional to new training methods (Ali & Magalhaes, 2008). The reports suggest that 
overall there is a fear of change even though the focus was on a lack of support from 
senior management. The majority of respondents expressed regret about a perceived 
low level of commitment by executives to invest in employee training. Magnini (2009)
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explored the fact that CD-ROM training is fairly recent and people who had been in the 
industry for a long time had yet to adopt it. It may have been long-timers were more 
adept at forging relationships with people around them and that remained their focus. 
Inevitably, some hotel practitioners fail to realise the benefits of ICT applications given 
that the hospitality industry is customer- and service-oriented. Some managers lack 
adequate knowledge of ICTs and therefore do not depend on their applications to 
business practices. However, to remain competitive in the current business 
environment, it is crucial that hospitality managers learn to appreciate the potential 
benefits of ICT applications, and invest time and effort into taking advantage of new 
technologies. To obtain this goal, hospitality managers need to maintain a good 
relationship with their current customers by applying appropriate ICTs, incorporating 
ICTs into the company's strategies, and improving their employees' knowledge of ICT 
proficiency and ICT trends (Ip, Leung & Law, 2011). Study findings support hotel 
practitioners' reluctance to use ICT applications (Law & Lau, 2000; Croes & Tesone, 
2004; Law & Jogaratnam, 2005; Kothari, Hu & Roehi, 2005, 2007).
Hotel managers are often reluctant to embrace new technologies because they fear the 
technologies may compromise their ability to provide hotel guests with the personal 
attention that is typically associated with the hotel industry. Hotel managers' low level 
of technical competence and their reluctance to adopt technology-assisted hotel 
operations makes the hotel industry vulnerable to information technology problems 
(Law & Lau, 2000). Similarly, van Hoof, Verteeten and Combrink (1996) found that the 
majority of hotel managers are not technologically competent. Whitaker (1987), Hubert, 
Verbeeten and Combrink (1996) maintain that the obstacles which prevent hotel 
managers from successfully implementing IT in their businesses are unwillingness, 
inability and financial constraints. It is crucial that hotel managers understand that an IT 
problem is not just a technological problem. In avoiding potentially problematic new
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technologies they also overlook a business challenge. In general, most, if not all hotel 
operations can be affected by an IT problem. As a result, this also has an inevitable 
negative impact on the quality of service provision and a customer's hotel experience 
(Law & Lau, 2000). Law and Lau (2000) assert that there is a technological assumption 
among some hotel managers that "the negative impact on the hotel will not be big 
enough to affect the business" which has proven erroneous on more than one occasion. 
It is also commonly misconceived that "an IT issue is a computer problem but not a 
hotel business problem" (IH&RA, 1998). The hotel industry has often been criticised as 
technologically behind (Law, 1996; Lewis, 1982). Mutually understandable exchanges 
between hotel managers and technicians are few. That decision-makers in hotels have 
sufficient knowledge to conduct a realistic assessment of the benefits and limitations of 
computer systems is therefore unlikely (Law & Lau, 2000). Unfortunately, many hotel 
managers seem to overlook the important contribution of IT to business strategy. 
Consequently, IT is often regarded as having a supporting rather than key role in the 
business process (Law & Au, 1997) or it is a superficial rather than essential component 
in hotel strategic planning. Regrettably, the non-strategic integration of IT in local hotel 
management impedes the full application of IT equipment and potentially diminishes 
competitive advantage in the Asian hospitality market (Law & Au, 1997). IT application 
is limited more by the attitudes of hotel management, managerial training, abilities, 
ambition and financial situation than the limitations of hardware and software 
technology (Law & Au, 1997). A study by Wong and Kwan (2001) shows a significant 
statistical discrepancy between Hong Kong and Singapore hospitality organisations 
with regard to IT application. Singapore hospitality firm managers showed stronger 
belief in the potential contribution of information technology to corporate success than 
those in Hong Kong.
60
Despite substantial spending of capital on new IT applications^ some hotel managers 
are still unconvinced about IT investments. David, Grabski and Kasavana (1996) 
explored the effect of IT on productivity in the hotel industry. Some of the hotel 
managers who were interviewed believed that some of the IT applications, such as 
reservations- and rooms-management systems, had become more productive in the 
hotel industry, while others, such as in-room information and entertainment, had 
become less productive. Hence, it would appear IT ability to improve the value of hotels 
remains uncertain from a managerial point of view (Cho & Olsen, 1998). The managers 
are conscious of the importance of IT to their businesses and see its necessity in 
improving primary activity-related efficiencies, such as generating products and 
services and supportive business activities like human resources and general 
management. Even though managers believe that the hotels are capable of improving 
their efficiency through IT, they do not yet believe that it is a strategic weapon in 
improving competitive advantage and producing a new industry structure (Cho & Olsen, 
1998). A study revealed unwillingness by hotel managers to make pre-emptive strikes 
utilising IT. The respondents reported a lack of desire by their companies to be the first 
in implementing new technology. Instead, they would prefer to wait until someone else 
had taken the initiative before following suit. This would consequently shorten their 
learning curve by learning from other companies (Cho & Olsen, 1998). Internal 
resistance to utilising technology is beginning to appear as one of the most noted 
obstacles in implementing e-learning. Despite well aligned company goals and well- 
designed job-skill specifications, e-learning solutions are unlikely to succeed if there is 
resistance by users. This outcome depends on the level to which new solutions and 
practices are interwoven generally into organisational culture. That is, employees will 
not feel comfortable with using e-learning if they believe it produces more challenges 
than advantages, if they lack the ability to use it or if they simply are unable to apply it
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to their own tasks and projects. To receive the benefits of e-learning, employee 
acceptance and managerial support are needed. Hence, part of the current incentive to 
dissolve resistance to change is to put stress on the progressive creation of an e- 
learning culture (All & Magalhaes, 2008). Another study revealed a significant 
difference in the perceptions of executives regarding the selection and use of diverse 
modes of training. It is important to have consistent support from upper level 
management to ensure effective delivery of techniques, tools and programmes (Harris 
& Bonn, 2000). Managers believe in the importance of formal training programmes in 
their organisations but unfortunately do not have the time or resources to effectively 
put them into operation, which is not uncommon in the high pressure hospitality 
industry (Barrows, 2000). Managers generally expressed a strong belief in the priority of 
training and obtaining the resources to conduct proper training from the outset. 
However, it is possible that constraints such as turnover and time impede being able to 
continue with traditional training. By and large, managers do what they can to 
adequately prepare employees before putting them on the Job; however, not unlike 
other industrial segments, there appears to be an over-reliance on on-the-job training. 
As a group, managers regard training of line-level employees as a serious undertaking. 
This routinely suggests that employees play a critical role in creating member 
satisfaction. Unfortunately, technology is not considered in such training. Instead, 
managers employ a traditional training approach for line-level employees: on-the-job 
training (Barrows, 2000).
Recent rapid advancements in technology have resulted in many hotel managers 
feeling uneasy. It is not uncommon for hotel managers to be unable to keep up with 
fast changing IT trends or to be able to choose the most suitable IT equipment for their 
businesses. Training Managers in Hong Kong hotels find it challenging to consider or 
follow IT trends in order to integrate them into training programmes (Law, Au & Cho,
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1996). For the most part, hotels' chief decision makers, as well as those in other 
businesses, are not technically minded. Hotel managers are therefore less inclined to 
have adequate experience in employing IT as a managerial tool (Law, Au & Cho, 1996). 
They support the adoption of new technologies but only if there is firm reassurance that 
the technology will improve customer services and satisfaction. Hence, cost-benefit 
analysis is required with good justification to show the connection between using the 
new technology and improving customer services. IT abilities are constrained more by 
the attitudes of hotel management, training, skill, ambition and financial situation than 
by the technical constraints of hardware and software systems. In addition, it would 
appear that the majority of professional bodies associated with the hotel sector have a 
passive approach to promoting the strategic application of information technology. 
The Hong Kong Hotels Association does not take any initiative in accepting the 
recommendation of strategic application of information technology in Hong Kong 
hotels.
Evidently, there are differences in opinion based on rank with regard to the perceived 
effectiveness and efficiency of training methods and tools. Hotel respondents with 
higher rank tend to have a higher opinion of existing traditional training methods and 
tools being used in the hotel. Property level managers, meanwhile, have less favourable 
opinions of both the methods and delivery tools, and are also the ones who are 
generally closest to the customer and responsible for planning and delivering training. 
Notably, when respondents were asked whether training was tracker. Directors of 
Training (DoT) and the Director of Human Resources (DoHR) had different responses, 
with DoHR having a positive response and DoT having a negative response. At the 
Peninsula Hong Kong, Island Shangri-La Hotel and Four Seasons Hotel Hong Kong, 
most of the training materials are developed and designed by the head office Training 
Department. The property-level manager, that is, the Training Manager, is responsible
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only for executing and delivering the training materials. Training Managers do not 
determine whether information technology is adopted into training programmes. 
Hence, their role would appear to be a passive one: to merely accept and administer 
what is developed by the head office. Insufficient confidence and managerial e- 
commerce and IT knowledge and training are other factors which impede the 
application of e-commerce and IT in the hospitality industry (Connolly & Olsen, 2000; 
Dev & Olsen, 2000; Olsen & Connolly, 2000). An improvement of communication 
between all positions/levels that are involved in the training process is needed in order 
to provide consistent and reliable training programmes. Disagreement between the 
Training Manager and the Director of Human Resources compromises the quality of 
selection and implementation of training-programmes. This difference in opinion can 
ultimately have an adverse effect on the availability and support required to provide the 
types of programmes needed by a diverse group of employees (Harris & Bonn, 2000).
2.7.2 Hotel Resources
Hong Kong hotels generally are not in the practice of adopting the most advanced IT 
equipment and systems in their day to day business operations (Law & Au, 1997). Even 
though cost is an initial concern, there has been little to suggest that hotels have 
analysed cost against the short-term and long-term advantages of innovative training 
and suitable learning methods, which includes computer-based training (Harris & Bonn, 
2000). Authors have emphasised the relatively scant amounts allocated to training 
budgets by the industry. Technology dominates e-learning but it is also costly, 
unpredictable and subject to obsolescence. This results in the initial costs of computers 
being very high, especially at the early implementation stage as well as the subsequent 
costs of upgrading systems. Hence, cost is often mentioned in the literature as one of 
the most significant obstacles to e-learning (Ali & Magalhaes, 2008). A study by B re iter
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and Woods (1997) revealed that most responding hotels assigned less than 1.5 percent 
of payroll costs to employee training, which was considerably lower than the 
recommended amount of 4 percent. Clements and Josiam (1995) discovered that there 
are problems with how training budgets are created in the industry and suggested 
taking a step-by-step approach to identifying training costs and subsequently carrying 
out a cost-benefit analysis to emphasize training's long-term financial benefits. 
Generally, managers suggested that they would like to see their employees receive 
more training, however time was a major constraint (Barrows, 2000). This is supported 
by Ali and Magalhaes (2008) who report that with increased workloads the time factor 
becomes a major obstacle to e-learning. It is in fact one of three main obstacles to 
implementing e-learning in the workplace. Employees either have insufficient time to 
devote to workplace learning or there is insufficient time to develop and maintain e- 
learning. It was also noted that some employees find their concentration at home 
impeded by familial distractions. The location of e-learning, either at work or at home, 
does not appear to lessen the time factor problem as a major obstacle to most e- 
learning users. The presumption of high cost to upgrade computer systems is also a 
concern which may impede computer-based training development. Even though 
managers have a growing awareness of the benefits o f IT use, they are still reluctant to 
make large investments in IT (Suen & Law, 2001). Hong Kong hotels usually consist of 
several hundred full-time employees who work in various departments. Of these 
departments, the IT department usually has less than five employees (Law, Au & Cho,
1996). For example, the Island Shangri-La Hotel has more than 700 employees with 
only 3 people in its IT department. The small size of the IT department is indicative of 
limited hotel resources, such as manpower and IT supports. Hotel managers, 
meanwhile, report inadequate formal IT training to employees. Employees usually 
acquired their IT skills through on-the-job training (95 percent), for example, system
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training, while a little over half of the hotels (57 percent) offered course-based IT 
training to their employees. The challenges of organizing such training, as reported by 
respondents, tend to be limited resources, budget constraints (33 percent) and time 
constraints (14 percent).
Results have revealed that many restaurant managers who use computers do not 
intend to initiate computer training for themselves or offer training to line employees. 
This explains why the problem of insufficient training in computer use is identified by 
more than half of computer users (Chien, Hsu & Huss, 1998). There is huge effort by 
Hospitality-industry managers to obtain cheaper and more-efficient ways to track 
customers, improve quality and enhance training; however, managers have yet to 
integrate cutting-edge technology into their communication and training programmes 
due to the high cost initially of such systems (Harris & West, 1993). Delivery costs need 
to be considered and unfortunately are a priority behind training, placing it first rather 
than last in the training delivery decision-making process (Harris, 1995). Karadag, 
Cobanoglu and Dickinson (2009) reported that evaluation activities for hospitality IT 
investments have not been extensively and consistently carried out. Despite the 
development of sophisticated evaluation methods in recent years, there is no apparent 
satisfactory answer to improving IT decision-making practices. The impediments to 
tracking and providing users with more innovative programmes and tools are identified 
as 1) time constraints 2) cost constraints and 3) the limited life-span of existing 
computer technology (Harris, 1995). The biggest impediment for hoteliers 
implementing e-commerce and IT is the large amount of investment capital needed. An 
additional cost related concern is who will absorb the costs incurred by the adoption of 
e-commerce and IT. All of these factors are key constraints for hotel managers 
initiating e-commerce and IT applications and why Training Managers are reluctant to 
incorporate technology into the training of employees.
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Whether investment in e-commerce and IT can guarantee sustained competitive 
advantages and substantial return on investment (ROI) is also of concern in the 
application of e-commerce and IT to existing structures (Mandelbaum, 1997; Olsen & 
Connolly, 2000; Kline & Harris, 2008). In a study of the hospitality industry, Watkins 
(2000) identified six main financial measurement methods: "(1) internal rate of return 
(IRR); (2) payback period; (3) return on investment (ROI); (4) revenue enhancement; (5) 
employee productivity; and (6) cost reduction." Revenue, yield, asset and total quality 
management calculation, provide information upon which business decisions for 
financial and physical allocations are based. The calculation of ROI for the HR 
department and in particular training is the same. The inability to calculate, with 
anticipated but limited error, should be expected of HR and training specialists for the 
purpose of prioritising training, producing sound training programmes and 
implementing decisions, budget planning for future training and evaluating the 
effectiveness of the training provided. The little interest and expectations from top 
executives in the hotel industry is somewhat puzzling (Harris, 2007; Kline & Harris, 
2008). The American Society of Training and Development (ASTD) provides 
information on ROI in the way of guidebooks, instructional texts, workshops, 
consultation referrals and videos to help people understand and apply the concepts. 
The majority of training and human resources experts in the hotel industry do not 
calculate ROI, in spite of the numerous options available (Harris, 2007). Hotel training 
managers are hesitant to imply ROI in training due to the absence of two factors which 
are not fundamental to the training department manager's job. First of all, corporate 
executives should place value on the ROI calculation and demand it. The current 
industrial trend is to quantify outcomes in all aspects of a business. This also applies to 
the hotel industry and eventually hotel companies will also evaluate training 
departments in the same way they do other departments. Calculating ROI outcomes
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makes corporate sense as it is the most commonly used measure for determining 
training outcomes. Nevertheless, if hotel executives do not demand it, ROI calculations 
will not be carried out and training programs and budgets will still be based on 
suggestion or inference. Secondly, it has been found that training managers have the 
necessary data to carry out ROI calculations but lack the tools and expertise to compute 
them. Most of the information on benefits is available to training and HR managers; 
however, they lack sufficient appreciation for the benefits measures of the ROI 
equation. The managers do keep track of turnover rates and to some degree most 
monitor customer service and management feedback. Their shortcoming is being able 
to gather information together to calculate the ROI. They have the data but lack the 
desire and confidence to use it (Kline & Harris, 2008).
2.7.3 Perspectives from Line-employee
A study by Law and Lau (2000) revealed a low level of technical knowledge by 
employees regarding Y2K in the Housekeeping Department and Food and Beverage 
Division. To provide an efficient service, hotels and travel agents in Hong Kong and 
Singapore are very much aware that their information technology should be upgraded. 
However, some companies seem skeptical about the applicability and contribution of 
information technology to their businesses or its ability to generate competitive 
advantage. Managers may regard information technology as having a supporting role 
in their service delivery process rather than something which will ensure competitive 
advantage. Previous studies have revealed that owners and senior management of 
hospitality companies are inclined to be discouraged by the large investment needed 
for information technology systems. Kluge (1996) noted that the hospitality industry is 
constrained in its ability to incorporate new computer-based technologies due to 
insufficient or poor skills and employee reluctance to adopt new technologies. Hence,
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the awareness, skills and attitudes of employees toward IT use are vital to the success 
of IT application in the hospitality industry. Schmidt (2007) provided evidence that self- 
study, such as video-based training and online or computer-based training, are the least 
preferred training methodologies. It may be that managers are unaware of employee's 
negative attitudes and limited knowledge regarding IT application. It was found that 
department heads rate the IT knowledge level of supervisory staff as fa irto  average and 
that of file staff as barely minimal. The majority of the managers think that their staff is 
ineffective in being able to use IT in their daily business operations. This was found to 
be evident with aged line-employees in both Stewarding and Housekeeping, while the 
Food and Beverage Manager report that restaurant and kitchen employees are 
resistant to using IT (Suen & Law, 2001). The amount of IT training generally available 
to staff appears to be very limited. On-the-job training is provided only for operating 
computer systems such as Fidelio in reception. Formal computer training courses are 
provided for employees but they are rare. The majority of employees appear to have 
acquired their IT knowledge through self-learning from books or from family and 
relatives (Suen & Law, 2001).
Language barrier is the second biggest obstacle. For example, 95 percent of Thomson- 
Netg courses are developed in English; however, many companies have a large number 
of employees who have not mastered the English language. The cost of developing 
courses in Arabic is particularly high for some companies. Notably, the Arab Human 
Development Report of 2002 advised Arab state policy makers to take collective 
measures to encourage and reward professionals, scholars and entrepreneurs to 
produce Arabic subject matter which included different aspects of the cultural 
traditions and distribute it on the Internet. However, progress appears to be slow with 
content development and the corporate environment continuing to depend on courses 
developed in English for online training (Ali & Magalhaes, 2008).
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2.8 Types and Characteristics of Hotels
2.8.1 Characteristics of the Hotel Industry
From the number of people employed to a country's gross domestic product, the 
service sector has become more important in the current post-industrial economy 
(Verma, 2000). Globally, the hospitality industry is the third largest within the service 
sector. One out of every nine jobs is directly or indirectly hospitality related (Executive 
Handbook, 2001). In 2005, travel and tourism experienced 7.8 percent real growth, 
while 3.9 percent sustained growth is projected through to 2015 (World Travel & 
Tourism Council, 2005). The hospitality industry is the epitome of the service sector 
with many types of private and public establishments. Hotels make up the largest 
tourism employer and have realised that competitive advantage is their single most 
important objective. Companies, therefore, cannot restrict benefits to tangible assets 
such as land, capital and labour but instead must address a broad range of specific 
delivery skills which cannot be copied by competitors. An establishment can only 
survive through an unlimited pursuit of competitive advantage (Amit & Schoemaker, 
1993). The concept of hospitality is far reaching historically from evidence gathered at 
the first hubs of civilization to Biblical accounts of hosts washing their guests' feet to 
later reports of English innkeepers taking in tired travellers and offering them a mug of 
ale. The notion of hospitality, however, has not changed but is still the satisfying and 
serving of guests (Chon & Sparrowe, 2000). Since its humble beginnings as privately 
owned, independently run businesses, the hospitality industry has developed in 
complexity and size. Hospitality businesses today globally interact with one another. 
Hence, it is crucial that they keep abreast of what is going on around them. For example, 
the economic climate in Singapore will affect a company's holdings locally and 
elsewhere if management companies and hotel chains are setup worldwide (Chon & 
Sparrowe, 2000).
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In the hotel industry, the services are for the most part, intangible, for instance, a guest 
cannot experience beforehand a night's stay in a hotel or experience food before dining. 
The product -  service -  is something a guest experiences rather than possesses. 
Inseparability from producing and consuming the service product creates a specific 
challenge for hoteliers as each guest has his or her own demands. Another unique 
aspect of the hotel industry is the fact that the product is perishable (Walker, 2009). In 
effect, the quality of a hotel is reflected in its staff which can make or break the hotel's 
ability to provide quality services. Five-star hotels, listed in the Forbes Travel Guide 
(formerly called Mobil Travel Guide), are considered the pinnacle of the hotel industry. 
In hotels such as these guests expect quality and value. Hotels with lesser rank compare 
their ability to provide quality services with five-star hotels. If five-star is generally the 
international standard, competitive advantage is something hotels must evaluate. With 
everything else that is on offer, employees can be the competitive advantage of a hotel. 
Employees of a five-star establishment should be outstanding. A good understanding 
of the labour force which comprises this influential sector should be noted (Collins, 
2007).
2.8.2 Classification System of the Hotel Industry
In August 1993, an overall classification system called market price levels was 
introduced. An independent research company called Smith Travel Research, which 
includes AH&MA (American Hotel & Motel Association) among its clients, currently 
employs this system to place hotel establishments into the following categories 
according to room rates (Chon & Sparrowe, 2000).
• Luxury: Hotels which have room rates above the 85*  ^percentile in their geographic 
market
• Upscale: Hotels which have room rates above the 70^  ^percentile and below the 85^ ^
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percentile in their geographic market
• Mid-price: Hotels which have room rates above the 40*  ^ percentile and below the 
70*'^  percentile in their geographic market
• Economy: Hotels which have room rates above the 20^  ^ percentile and below the 
40*  ^percentile in their geographic market
• Budget: Hotels which have room rates below the 20^  ^percentile in their geographic 
market
Meanwhile, Mobil Travel Guide (which changed to Forbes Travel Guide in 2010) is 
another hotel star-rating classification system, also well-known, especially in the 
United States. The Mobil star ratings and certifications provide travellers with 
recommendations based on and validated by physical inspections. Each hotel or 
restaurant inspection involves the consideration of exhaustive criteria. The following 
details the inspection process and criteria for each star-rating level:
Mobil Five-Star Hotels
An exceptional luxury environment providing elaborate amenities and consistent 
superb service, thus contributing to such hotels being regarded as the best. Attention 
to detail and consideration of a "guest's every need" are apparent throughout this elite 
group of hotels. The Peninsula Beverly Hills, the Four Seasons Hotel Chicago and The 
Ritz-Carlton San Francisco fall into the Mobil Five-Star category.
Mobil Four-Star Hotels
An outstanding hotel in a distinctive environment, with elaborate amenities and 
exceptional service to create for guests an experience which is luxurious. Services may 
include, however are not limited to, automatic turndown service, valet parking and 24- 
hour room service. The Ritz-Carlton Laguna Niguel, Mandarin Oriental Miami and Four 
Seasons Hotel Las Vegas fall into the Mobil Four-Star category. They are recognised for 
personalised service and hospitality, as well as luxurious accommodations.
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Mobil Three-Star Hotels
A deluxe hotel with a full service restaurant and elaborate amenities and services such 
as, though not limited to, room service, fitness centre and optional turndown service. 
Hyatt, Hilton, Marriott and Westin hotels fall into the Mobil Three-Star category.
Mobil Two-Star Hotels
A comfortable hotel which is clean and dependable, with expanded services such as a 
full-service restaurant. Courtyard by Marriott and Four Points by Sheraton fall into the 
Mobil Two-Star category.
Mobil One-Star Hotels
A clean, comfortable and dependable hotel with limited services and amenities. In 
some establishments there may not be a full-service restaurant or a dining room.
2.8.3 Challenges of the Hotel Industry
The hospitality industry in general, which encompasses tourism, foodservice, hotel and 
related businesses, is among the world's largest industries, with expectations to 
develop even further. In 1998, the industry generated US$3.6 trillion dollars and 
employed 230 million people. In 2010, it generated US$10 trillion dollars and employed 
328 million people (World Travel and Tourism Council, 1998). Amassing and retaining 
competent staff has been a long standing challenge for the hotel industry; however, it is 
currently even more so. In an industry that is forever expanding, new hires are always 
needed. Hotels are adapting their hiring procedures and benefits to attract new 
employees and lower the industry's high turnover rate (Chon & Sparrowe, 2000).
In 1998, in the United States the hotel industry had approximately 1.16 million 
employees. In 2000, there were changes in the hotel and motel industry which resulted 
in a 30 percent increase in the labour demands (American Hotel & Motel Association, 
1998). There have been significant developments in hospitality and tourism globally as
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well as in North America. Asia, for example, has seen substantial increases. Numerous 
trends which are influencing and will continue to influence the hospitality industry can 
be identified. Diversity, for instance, has already been recognised and is guaranteed to 
see future increase. Some predominant trends indicated by hospitality professionals to 
be having an impact on the industry are "globalisation, safety and security, diversity, 
service, technology, legal issues, changing demographics, price value, work-life balance 
as well as sanitation" (Walker, 2009).
2.9 Types and Characteristics of Hotels in Hong Kong
Globally, the hotel business is arguably one of the most unique. It is vast, fast, and 
continually growing and changing. With each new day, there are new guests who 
demand consistent quality service. Staying competitive in an increasingly competitive 
global market is one of the many struggles faced by hotel managers. The industry is 
also defined by its personalised service-oriented nature, and the direct contact between 
customers and managers and employees (Mia & Patiar, 2001; Lockwood & Jones, 1991). 
Given the strong competition and personalised nature of the hotel industry's services, 
customer satisfaction is critical to the success of a particular hotel. As a result, the 
majority of hotels within the industry put considerable focus on the importance of high 
quality customer services (Dann, 1991; Enz, 2001).
By all accounts, Hong Kong is one of the most-visited places in the world. People who 
visit Hong Kong include business people, individual/tour group travellers, event (such as 
conference) participants and political/government officials (Bailey, 1995). People come 
to Hong Kong to enjoy its beauty, vibrancy, food and East-meets-West culture (Go, 
Pine & Yu, 1994). 2009 was a lackluster and ultimately difficult year for the tourism 
industry in Hong Kong. Visitor arrivals in the first half of 2009 was severely affected by 
the financial downturn regionally and globally, which began in the third quarter of 2008,
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and by the outbreak of the H iN i influenza virus in May 2009. As visitors' concerns 
about H iN i eventually diminished, arrivals began to increase and returned to positive 
growth in the third quarter, resulting in mild growth generally for arrivals in 2009. 
Overnight visitors, also, on average increased their spending per capita. The year 
concluded in total with 29.59 million arrivals, a marginal increase of 0.3 percent 
compared to the previous year. Total Tourism Expenditure Associated Inbound Tourism 
also increased by 3.2 percent to HK$i62.89 billion (Hong Kong Tourism Board, 2009). 
Hong Kong Hotels generally provide standard facilities and quality customer services. 
The huge number of hotels and rooms available creates an inordinate amount of stress 
for hotel managers to effectively manage their properties. This results in the need for 
modern IT and management techniques to be applied in Hong Kong hotels in order to 
maintain competitive edge amid an intensely competitive business environment (Law 
& Go, 1996; Law, 1997). Long hours, low wages and inadequate working conditions are 
prevalent in the hotel industry in Hong Kong. Reform is possible but only at huge 
financial cost to the industry which it may be unable to absorb (Pratten, 2003). Forbes 
Travel Guide (formerly called Mobil Travel Guide) documents high quality customer 
service in Hong Kong, beginning its assessments of Hong Kong hotels in 2008. 
According to Forbes Travel Guide 2010 there are four five-star hotels in Hong Kong: 
"Four Seasons Hotel Hong Kong, The Peninsula Hong Kong, Mandarin Oriental Hong 
Kong and Landmark Mandarin Oriental Hong Kong; and five four-star hotels in Hong 
Kong: The Conrad Hong Kong, Grand Hyatt Hong Kong, Inter Continental Hong Kong, 
Island Shangri-La Hotel and Kowloon Shangri-La Hotel" (Forbes Travel Guide, 2010). In 
Hong Kong, the Hong Kong Hotels Association is an official organisation which 
coordinates Hong Kong hotel activities and policies. In 2009, the Hong Kong Hotels 
Association had 108 member hotels (Appendix I). In 2008 to 2009, the average hotel
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occupancy fell from 85 percent to 78 percent while the average room rate for all hotels 
fell by 16.3 percent to HK$i,023 (Hong Kong Tourism Board, 2009).
Even though visitor arrivals in Hong Kong improved considerably from 2000, hotel 
business did not improve and benefit proportionate to its advantage. Hotels achieved 
higher occupancy percentage; however, hotel room rates experienced a significant 
decline. Fierce competition in the Hong Kong hotel industry compels hoteliers to 
reduce room rates to attract customers and increase occupancy percentage; however, 
lowering the average room rate affects revenue and reduces profit. Average stay per 
guest is also an issue. The average stay of tourists is shorter which conversely decreases 
hotel occupancy percentage and therefore hotel revenue. For example, the expansion 
and success of Macao's tourism and casino industry are attracting tourists from Hong 
Kong to Macao. Tourists are opting for shorter stays in Hong Kong in order to have 
longer stays in Macao. If hotels are to maintain their competitive advantage, Hong 
Kong's hotel management must improve employee innovation and creativity aimed at 
producing strategies which overcome the obstacles created by competitors (Wong & 
Pang, 2003). Employees in the Hong Kong hotel industry are clearly subjected to heavy 
workloads. Starting with the Asian financial crisis in 1997 and up until the financial 
slump in 2009, the Hong Kong hotel industry has been significantly affected, 
experiencing its own downturn. The tourism industry, meanwhile, has met with similar 
challenges. This has resulted in hotel management generally adopting a retrenchment 
policy, where all related expenses have been reduced to a minimum. The staff-to-guest 
ratio has dropped and vacant positions have been frozen by management. The 
Employee workload has thus increased proportionately with the remaining lowered 
headcount absorbing the work (Wong & Pang, 2003). The main factors currently 
impacting hotel success are "globalisation, technological development and changes in 
customer preferences, differences in competition among hotels, horizontal/vertical
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integration and legal applications" (Wong & Pang, 2003). How hotels deal with and 
respond to economic, political and market conditions is becoming increasingly more 
complex (Winston, 1997), which is also true of the Hong Kong hotel industry. Hotels in 
Hong Kong generally provide similar goods and services, such as guestrooms, buffet 
meals, gym/other fitness facilities, and so on. However, due to the growing competition, 
especially for luxury hotels, a range of goods and services provided by hotels are being 
tailored for the individual needs of guests and in some cases go beyond guests' 
expectations, for example, personal butler, IT butler, spa, elaborate treatments, and so 
on. In order for a business to survive, "satisfying the customer" is crucial in securing 
customer loyalty and acquiring competitive advantage. Hotels have the option of 
receiving customer feedback based on the goods and services provided. Customer 
complaints, reports, research and interviews are all examples of this feedback (Aksu & 
Tarcan, 2002). Some hotels in Hong Kong use Richey Report as a guideline for 
outstanding customer service.
The International Institute for Management Development (1998) ranked Singapore and 
Hong Kong second and third, respectively, in overall competitiveness worldwide. The 
World Competitiveness Scoreboard by the International Institute for Management 
Development provides rankings for 58 economies with the economies ranked from 
most to least competitive. In 2010, Singapore came first and Hong Kong second 
(International Institute for Management Development, 2010). The strategic location of 
both Hong Kong and Singapore as international and regional airline centres, and their 
unique competitive economic structures has conferred strong economic advantages for 
the rapid development of their hospitality and tourism industry. In Asia, investors who 
are interested in hotel property investment and tourism infrastructure are inclined to 
choose Hong Kong and Singapore due to their strong increase in tourist arrivals, with 
Hong Kong being the most popular tourist destination in Asia (Tourism Commission,
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2000). According to the World Tourism Organisation (2000), the Asia-Pacific region has 
the most favourable growth projection with some countries being more dominant, for 
example, Singapore and China (Hong Kong). Hong Kong enjoys a distinct competitive 
advantage as being the preferred way to access the Asia-Pacific region generally and in 
particular the Chinese mainland (Hong Kong Tourist Association, 1999). Having 
reached maturity in both countries, Hong Kong and Singapore hoteliers, travel agents, 
tour operators and tourist attraction owners engage in fierce competition to attract the 
increasing number of international and intra-Asian visitors, to not only visit but to also 
lengthen their stay and increase spending on the hospitality and tourism products and 
services (Wong & Kwan, 2001). Reid and Sandler (1992) noted that product 
differentiation competition for clients in the hospitality industry has become 
increasingly more challenging, especially for hotels due to increased segmentation, 
diverse and overlapping options and fiercer competition. Hong Kong companies, 
particularly hotels, appear to employ a larger labour force. This is substantiated by the 
part-time employment pattern which reveals a relatively higher level of involvement by 
part-time employees in Hong Kong (Wong & Kwan, 2001).
Mainland Chinese travelling abroad now choose Hong Kong as their number one 
destination (Qu & Li, 1997). It appears Hong Kong has two advantages in securing the 
China market; geographical proximity and family ties. China's open-door policies 
(Heung, 1997) and Hong Kong's relaxing of its travel restrictions to mainland visitors 
after the handover (Ming Pao, 1998) have resulted in an increase in the number of 
mainland Chinese visiting Hong Kong. Growth is encouraged somewhat by the Hong 
Kong government's simplified entry requirements for mainland Chinese travellers, 
which was introduced in 1993 (Ram, 1993). In the 1980s and throughout most of the 
1990s, Hong Kong attracted numerous visitors from around the world who came to the 
former British colony to experience its unique East-meets-West culture. People came to
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Hong Kong on holiday, business, to visit friends or family, en route to other destinations, 
and so on. In 2000, the World Tourism Organisation ranked Hong Kong fifth in 1997, 
after China, the Unites States, France and Spain, making it among the world's top 
tourist destinations (World Tourism Organisation, 1997). Visitors are primarily attracted 
to Hong Kong for its fine dining, shopping and sightseeing (Law and Cheung, 1998; Yau 
and Chan, 1990).
The service industry continues to be a key revenue generator for Hong Kong's 
economic development. In the past few years, Hong Kong's economy has successfully 
been restructured from manufacturing-oriented to service-oriented (Wong, Siu & 
Tsang, 1999). Hong Kong's current economic success and prosperity is largely 
attributed to its healthy tourism industry. Annually, numerous visitors come to Hong 
Kong and their spending provides significant stimulus for Hong Kong's businesses and 
economy. Hong Kong industries which receive direct benefits from tourism are 
hospitality, food and beverage, retail, theme parks, entertainment and the arts. More 
specifically, the Hong Kong hotel industry relies heavily on a scattered travel market for 
its survival (Law, Au & Cho, 1996). The rapid development of Hong Kong's tourism 
industry in the 1990s and early 2000 contributed to the rapid growth of the local hotel 
industry (Hong Kong Tourism Board, 2002).
The growing number of tourist arrivals in Hong Kong has contributed to strong 
demands in the hotel industry. More than 95 percent of Hong Kong's hotel business is 
attributed to overseas visitors (Hong Kong Tourism Board, 1998). Hong Kong has been 
the centre and gateway for visitors travelling to China and Southeast Asian countries. 
As most of its demand derives almost exclusively from the overseas market, the hotel 
industry relies largely on international visitors (Qu & Chau, 2007). After the 1997 Asian 
financial crisis, Hong Kong tourism experienced a downturn with the occupancy rate 
falling to 73 percent in 1998 and 70 percent in 1999. The downturn, however, was short
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lived. The hotel occupancy rate went from 79 percent in 1999 to 83 percent in 2000 (Qu 
& Chau, 2007). Hong Kong's hotel statistics report that the average annual turnover 
rate of staff with less than a year of service was between 44 percent and 66 percent 
between 1985 and 1999 (Lam, Lo & Chan, 2002).
Qn January 22, 2009, the Hong Kong Tourism Board (Hong Kong Tourism Board, 2009) 
reported visitor arrivals for 2008 to be 29,506,616, a 4.7 percent increase of the 28.17 
million arrivals in 2007 (Hong Kong Tourism Board, 2009). Mainland China dominated 
the growth among various market regions with 16,862,003 arrivals, which was 8.9 
percent more than in 2007 and 57.1 percent of the total in 2008. Qf these, 9,619,280 
visited under the Individual Visit Scheme (IVS), which was 57.0 percent of the total and 
11.9 percent more than in 2007. Compared to the Mainland, non-Mainland visitors 
registered a slight decrease of 0.3 percent to 12,644,613, with the drop being more 
pronounced in the long-haul regions (Hong Kong Tourism Board, 2009). Qf the 
29,506/616 arrivals who visited Hong Kong in 2008, 58.7 percent stayed overnight, 
which was 2.2 percentage points less than the 60.9 percent who visited in 2007. The 
12.19 million remaining were categorized as "same-day in-town" visitors who left for 
other destinations on the same day that they arrived. Taiwan had the highest 
percentage of same-day in-town visitors at 71 percent, with many visitors travelling en- 
route to the Mainland or other destinations. Meanwhile, in 2008, most long-haul 
visitors stayed for a minimum of one night. The 55.6 percent of visitors from Mainland 
China who stayed overnight show a 3.1-percentage point drop compared with 2007 
owing to a trend for many Mainland visitors, especially from southern China, to make 
short, "consumption visits" to Hong Kong under the Individual Visit Scheme. In 
December 2008, average hotel occupancy was 90 percent, compared with 93 percent in 
December 2007. For the entire year of 2008, the average occupancy rate in Hong Kong 
across all hotel categories was 85 percent, which was one percentage point lower than
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the year before. In 2008, the average occupancy rate of top-tariff hotels was 79 percent, 
which was a five-percentage-point decrease compared to 2007, while second and third 
tier hotels reached 87 percent and 86 percent, compared with 88 percent and 86 
percent the year before. The average hotel room rate obtained across all hotel 
categories and sectors in 2008 was HK$i,222, which was a 0.6 percent improvement of 
those in 2007 (Hong Kong Tourism Board, 2009).
With regard to Hong Kong's system of classifying local hotels, in 2001 the Hong Kong 
Tourism Board changed its hotel classification to more accurately represent the quality 
and service of Hong Kong hotels (Hong Kong Tourism Board, 2004). As well as hotel 
room rates and staff to room ratio, additional key factors such as location, facilities and 
hotel business mix have been included in the new system. The factors are weighted to 
their relative importance based on survey results of local hotels: "1) facilities - 82 
percent; 2) location - 62 percent; 3) staff to room ratio - 54 percent; 4) achieved room 
rate - 54 percent and 5) business mix - 49 percent" (Hong Kong Tourism Board, 2009). 
The classification of hotels has also developed a new scoring system: for each 
important indicator chosen above, scores are derived from survey results, apart from 
average achieved room rate, which is derived from monthly Hotel Room Occupancy 
Survey results from January to December each year. The scoring method for each 
indicator is given as follows:
• Facilities: Separate evaluations on food and beverage, IT, business as well as health
and related facilities are carried out to determine the score for facilities.
• Location: for example, score 5 for areas of Tsim Sha Tsui, Central, Admiralty,
Wanchai (North), Causeway Bay and International Theme Park.
• Staff to room ratio (SRR): for example, score 3 when SRR >= 1.20.
• Achieved room rate (ARR): for example, score 3 when ARR >= 850.
• Business mix (BM): for example, score 3 when BM >= 30%.
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A combined score for each hotel is determined by weighting the scores of indicators 
acquired from the hotel against the relative importance of the indicators. Representing 
the opinion of members in the hotel industry as determined from the survey, the 
weights of the indicators included in the hotel classification system are as follows: "(i) 
facilities - 0.25; (2) location - 0.20; (3) staff to room ratio - 0.20; (4) achieved room rate - 
0.20 and (5) business mix - 0.15" (Hong Kong Tourism Board, 2009). The combined 
score of a hotel, which is calculated based on the scores acquired for the indicators and 
the weights of the indicators, is a general measure which reflects the hotel's category 
standing. According to the above scoring and weighting format, the combined score of 
a hotel ranges from 1 to 4. Based on the combined score which is calculated, the hotel's 
category standing is established in accordance with the following criteria:
• High Tariff A Hotels: 3.00 or above to 3.99
• High Tariff B Hotels: 2.00 or above to 2.99
• Medium Tariff Hotels: 1.00 or above to 1.99
• Tourist Guesthouses: Self-explanatory (Hong Kong Tourism Board, 2009)
The Hong Kong Tourism Board does not publicize the category listings of Hong Kong 
hotels. Nevertheless, individual hotels can find out their respective category so that 
General Managers can make comparisons between their hotel's performance and the 
averages of their category when reading research on the hotel industry published by 
the Hong Kong Tourism Board. To ensure the base for data comparison is consistent, 
there is an observation period prior to any action being taken to adjust a hotel's 
category standing in which, based on the classification system, change is deemed 
necessary.
Hong Kong is currently confronted with regional competition from similar markets in 
Asia-Pacific cities, such as Singapore, Shanghai, Beijing, Bangkok and Kuala Lumpur. 
Shanghai will open a new Disneyland and Sands Corporation will open a new casino
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resort in Marina Bay, Singapore. These cities also have a sophisticated hotel industry 
which offers a similar quality of hotel products and services. The future of Hong Kong's 
hotel industry is not without its challenges. To maintain its current standing as one of 
the world's top travel destinations, and to provide consistent and superior services to 
international visitors, hoteliers must fully comprehend the level of their importance and 
performance, and equally the importance of how visitors perceive Hong Kong's service 
quality (Qu & Chau, 2007).
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Chapter Three Methodology
3.1 introduction
This chapter describes the methodology adopted in this study. First, research purpose, 
aims and objectives as well as philosophy of research design are described. Second, 
research design and instrument validation are stated. Third, population and sampling 
selection are discussed. Fourth, instrumentation and data analysis are explored. All 
underlying data analytical techniques used for this study are discussed in depth. Finally, 
the limitations of the methodology are listed.
3.2 Research Purpose, Aims and Objectives
Research Purpose
The purpose of this study is to evaluate the adoption of computer-based training in the 
Hong Kong hotel industry.
Research Aims and Research Objectives
Aim 1: To define and explain training
Objective a: To review definitions of training
Objective b; To identify the key features of training
Objective c: To identify the scale of training
Aim 2: To define and explain computer-based training (CBT)
Objective a: To review definitions of CBT
Objective b: To identify the key features of CBT
Objective c: To identify the factors which influence the adoption and non-adoption of
CBT
Aim 3: To describe the size and nature of the Hong Kong hotel industry
Objective a: To identify different types of hotels and their characteristics
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Objective b: To identify different types of hotels in Hong Kong
Aim 4: To explore the training practices in the Hong Kong hotel industry
Objective a: To investigate the current scale of training in Hong Kong hotels
Objective b: To examine the current training approaches in the Hong Kong hotel 
industry
Objective c: To examine preferences for training approaches from managerial
perspectives in Hong Kong hotels 
Objective d: To identify factors when considering training methods to be used in the 
Hong Kong hotel industry 
Aim 5: To investigate CBT adoption in the Hong Kong hotel industry
Objective a: To examine the level of CBT adoption in Hong Kong hotels
Objective b: To identify the factors which influence the adoption and non-adoption of
CBT in Hong Kong hotels 
Objective c: To analyse the perceived impact of CBT from a managerial perspective in
Hong Kong hotels
3.3 Philosophy of Research Design
3.3.1 Introduction
The relationship between data and theory is an issue that has been hotly debated by 
philosophers for centuries. Failure to think through such philosophical issues, while not 
necessarily fatal, can seriously affect the quality of management research and are 
central to the concept of design. There are at least three reasons why an understanding 
of philosophical issues is useful in research. First, it can help to clarify the research 
design, e.g., the evidence required and the way to gather and interpret it. Second, 
knowledge of philosophy can help the researcher to reorganise which designs work and 
which do not. For example, limitations of particular approaches should be indicated.
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Third, knowledge of philosophy can help the researcher identify, and even create, 
designs that may be outside his or her past experience (Easterby-Smith, Thorpe & Lowe, 
2002).
philosophy
Research
approaches
Research
strategies
methods
Figure 3.1 The Research Process 'Onion' (Saunders, Lewis & Thornhill, 2003)
In this study, the researcher answers each layer of the abovementioned research 
process 'onion' one by one. The first of these layers is research philosophy in which 
relativism is adopted. The second considers research approach which flows from 
research philosophy. A deductive approach is considered. Third, research strategy is 
examined in which survey is adopted, and the fourth layer refers to the time horizons 
applied to this research, i.e., cross sectional. The fifth layer, data collection method, is 
dealt with through primary data collection using questionnaire.
3.3.2 Research Philosophy
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The research philosophy is generated depending on epistemology, the way knowledge 
develops. Three views about the research philosophy dominate the literature: 
positivism, relativism and social constructionism.
Positivism
Saunders, Lewis and Thornhill (2003) state that positivism is a research philosophy 
which involves working with an observable social reality. The emphasis is on highly 
structured methodology to facilitate replication, the end product of which can be law­
like generalisations similar to those produced by physical and natural scientists. 
Positivism is the preferred philosophy for natural scientists. It involves working with an 
observable social reality which exists apart from the knower, and can be known through 
a careful process of data collection (Remenyi et al., 1998). Under this philosophy the 
only knowledge is that which is based on the actual sense experience. Such knowledge 
comes from the affirmation of theories through strict method; that which cannot be 
tested empirically cannot be regarded as proven. The researcher assumes the role of an 
objective analyst, making detached interpretations about the collected data. The 
research is carried out with emphasis on a highly structured methodology in order to 
facilitate replication and on quantifiable observations which are then subjected to 
statistical analysis. In order for a statement to be valid it must be grounded on 
observation, the observations (experiment) must be repeatable and the experiments 
should use a scientific method agreed to by the entire scientific community. Positivism 
holds that an accurate and value-free knowledge of things is possible, and that human 
beings and their actions and institutions can be studied as objectively as the natural 
world. Positivists attempt to look for laws and determine causality through objective 
analysis of the facts that have been collected. The researcher is independent of the 
research subject and cannot influence or be influenced by it (Remenyi et al., 1998).
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Easterby-Smith, Thorpe and Jackson (2008) explained that the key idea of positivism is 
that social world exists externally, and that its properties should be measured through 
objective methods, rather than being inferred subjectivity through sensation, reflection 
or intuition. The view that positivism provides the best way of investigating human and 
social behaviour originated as a reaction to metaphysical speculation. As such, this 
philosophy has developed into a distinctive paradigm over the last one and a half 
centuries. For the implications of positivism, the observer must be neutral, human 
interests should be irrelevant, the explanations must demonstrate causality, the 
research must progress through hypotheses and deductions, the concepts need to be 
defined so that they can be measured, the units o f analysis should be reduced to 
simplest terms, and generalisation through statistical probability and sampling requires 
large numbers selected randomly.
Positivism has, however, been criticised for its universalism, which contends that all 
social processes are reducible to the relationships between and the actions of 
individuals. In addition, detractors of the philosophy argue that the social world of 
business and management is too complex to lend itself to theorising by definite laws. 
Positivism is also criticised for failing to appreciate the extent to which the social facts it 
yields do not exist in the objective world but rather are a product of a socially and 
historically mediated human consciousness. Positivism also ignores the role of the 
observer in the constitution of a social reality. The representation of social reality 
produced by positivism is conservative, thus supporting the status quo rather than 
challenging it.
In the case of quantitative methods and the positivist paradigm, the main strengths are 
that they can cover a broad range of situations; they can be quick and economical; and 
they can potentially be of significant relevance to policy decisions, especially when 
statistics are aggregated from a large sample. On the flip side, such methods can also
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be inflexible and artificial; ineffective in understanding processes or the significance 
that people attach to actions; unhelpful in generating theories; and due to a focus on 
what is, or what has been recently, make it difficult for policy-makers to infer what 
changes and actions should be carried out in the future. Moreover, much of the data 
gathered, even though still applicable to the goals of decision makers, may be 
irrelevant to real decisions (Easterby-Smith, Thorpe & Jackson, 2008).
Social Constructionism
Saunders, Lewis and Thornhill (2003) describe social constructionism as a research 
philosophy that views the social world as being socially constructed. The new paradigm 
which has been developed by philosophers during the last half century, largely in 
reaction to the application of positivism to the social sciences, stems from the view that 
'reality' is not objective and exterior, but socially constructed and given meaning by 
people. The idea of social constructionism thus focuses on the ways people make sense 
of the world especially through sharing their experiences via the medium of language. 
The essence of social constructionism, firstly, is the idea that 'reality' is determined by 
people rather than by objective and external factors. Hence the task of the social 
scientist should not be to gather facts and measure how often certain patterns occur 
but to appreciate the different constructions and meanings that people confer upon 
their experience. The focus should be on what people think and feel individually and 
collectively, and how they communicate verbally or non-verbally. Human action arises 
from the sense that people make of different situations, rather than as a direct 
response to external stimuli (Easterby-Smith, Thorpe & Jackson, 2008).
For the implications of social constructionism, the observer is part of what is being 
observed, human interests are the main drives of science, the explanations aim to 
increase general understanding of the situation, the research progresses by gathering
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rich data from which ideas are induced, the concepts should incorporate stakeholder 
perspectives, the units of analysis may include the complexity of 'whole' situations, and 
generalisations through theoretical abstraction and sampling require small numbers of 
cases chosen for specific reasons (Easterby-Smith, Thorpe & Jackson, 2008).
The strengths and weaknesses of the social constructionist paradigm and associated 
qualitative methods are fairly complementary: they are able to look at how change 
processes over time, understand what is meaningful for people, adapt to new situations 
and ideas as they emerge, and contribute to the evolution of new theories. They also 
provide a way of gathering data which is seen as natural rather than artificial. There are, 
of course, weaknesses: data collection can take up a great deal of time and resources, 
and the analysis and interpretation of data may be very difficult, depending on the 
implicit and explicit knowledge of researchers. Qualitative studies often feel 
unsystematic because it is more difficult to control their pace, progress and end points. 
There is also the problem that people, especially policymakers, may assign low 
credibility to studies apparently based on 'subjective' opinions (Easterby-Smith, Thorpe 
& Jackson, 2008).
Relativism
Relativism is the concept that points of view have no absolute truth or validity, having 
only relative, subjective value according to differences in perception and consideration. 
The term is often used to refer to the context of moral principle, where in a relativistic 
mode of thought, principles and ethics are regarded as applicable in only a limited 
context. There are many forms of relativism which vary in their degree of controversy. 
The term often refers to truth relativism, which is the doctrine that there are no 
absolute truths, i.e., that truth is always relative to some particular frame of reference, 
such as a language or a culture. Another widespread and contentious form is moral
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relativism. Relativism is sometimes interpreted as the belief that all points of view are 
equally valid, in contrast to absolutism which argues there is only one true and correct 
point of view. In fact, relativism asserts that a particular instance Y exists only in 
combination with or as a by-product of a particular framework or viewpoint X, and that 
no framework or standpoint is uniquely privileged over all others. That is, a non- 
universal trait Y, (e.g. a particular practice, behaviour, custom, convention, concept, 
belief, perception, ethic, truth or conceptual framework) is a dependent variable 
influenced by the independent variable X (e.g. a particular language, culture, historical 
epoch, a priori cognitive architecture, scientific framework, gender, ethnicity, status or 
individuality). Notably, this is not an argument that all instances of a certain kind of 
framework do not share certain basic universal commonalities that essentially define 
that kind of framework and distinguish it from other frameworks.
One argument for relativism suggests that cognitive bias prevents objective 
observation when using the senses, and notational bias applies to whatever can 
presumably be measured without using the senses. In addition, there is also cultural 
bias, which is shared with other trusted observers, and which cannot be discarded. A 
counterargument to this states that subjective certainty and concrete objects and 
causes form part of our everyday life, and there is no great value in discarding such 
useful ideas as isomorphism, objectivity and a final truth. Some relativists claim that 
humans can understand and evaluate beliefs and different kinds of behaviour only in 
terms of their historical or cultural context.
A strong epistemological relativist could theoretically argue that it does not matter that 
his/her theory is only relative to him/herself. As long as it remains "true" in accordance 
with a relative framework, then it is just as true as any apparently "absolute" truth that 
an absolutist would postulate. The dispute lies in the distinction between whether the 
framework is relative or absolute, but if an absolutist could be persuaded it was relative.
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then the relativist theory could exist logically within that framework, albeit accepting 
that its "truth" is relative. Strong epistemological relativists must remove their own 
notions of universal truth if they are to embrace their theory fully, they must accept 
some form of truth to validate their theory logically, and this truth, by definition, must 
be relative. Hence, if the initial framework is relativistic and something is true within its 
context then arguments that it is not true outside of its context have no value 
(Easterby-Smith, Thorpe & Jackson, 2008).
The following table summarises the likely correspondence between the three main 
epistemologies and methods in the social sciences.
Positivism Relativism Social Constructionism
Elements of 
Methodologies
Aims Discovery Exposure Invention
Starting Points Hypotheses Suppositions Meanings
Designs Experiment Triangulation Reflexivity
Techniques Measurement Survey Conversation
Analysis Verification Probability Sense-making
Outcomes Causality Correlation Understanding
Table 3.1 Likely Correspondence between Main Epistemologies and Methods in the Social Sciences 
(Easterby-Smith, Thorpe & Jackson, 2008)
From both the positivist and relativist points of view, it is assumed that there is a reality 
which exists independently of the observer, and hence the job of the scientist is merely 
to identify, albeit with increasing difficulty, this pre-existing reality. From the positivist 
point of view, this is most readily achieved through the design of experiments that
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eliminate alternative explanations and allow key factors to be measured precisely in 
order to test predetermined hypotheses (Easterby-Smith, Thorpe & Jackson, 2008). 
From the constructionist point of view, the researcher, starting from a viewpoint that 
does not assume any pre-existing reality, aims to understand how people invent 
structures to help them make sense of what is going on around them. These three 
philosophical positions are, of course, the 'pure' versions of each paradigm. Although 
the basic beliefs may be quite incompatible, when it comes down to the actual research 
methods and techniques used by researchers the differences are by no means clear and 
distinct. Moreover, some management researchers deliberately use methods which 
originate in different paradigms, and there is something of a debate as to whether this 
is an acceptable strategy (Easterby-Smith, Thorpe & Jackson, 2008). As Saunders, 
Lewis & Thornhill (2003) remark, business and management research is often a mixture 
between positivism and social constructionism, revealing relativism. In much the same 
way, this research combines these philosophies to achieve its goal. From the relativist 
position, the assumed difficulty of gaining direct access to 'reality' means that multiple 
perspectives are normally adopted, both through 'triangulation' of methods and 
through surveying viewpoints and experiences of large samples of individuals 
(Easterby-Smith, Thorpe & Lowe, 2002). Triangulation refers to the use of different 
data collection methods within one study in order to ensure that the data supports 
what the researcher thinks (Saunders, Lewis & Thornhill, 2003). It is tempting to see the 
relativist approach as a useful compromise which combines the strengths and avoids 
the limitations of both the positivist and social constructionist. Relativists accept the 
value of using multiple points of view and sources of data, enable generalisations to be 
made beyond the boundaries of the situation under study and conduct studies 
efficiently. However, large samples are required if the results are to have credibility and 
this can be costly for the study (Easterby-Smith, Thorpe & Jackson, 2008). Since
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relativist studies are informed by internal realist ontology, the issues of validity are 
quite similar to those of positivist studies. Thus, there is a major concern about whether 
the instruments and questionnaire items used to measure variables are sufficiently 
accurate and stable. A pilot test with 30 samples, an expert panel including academic 
faculty as well as industrial professionals, a validity test and reliability test are 
important at this stage as they can assess how far each instrument can be applied.
3.3.3 Hypothesis and Research Purpose
The statement of a hypothesis based on theory precedes any experimental or empirical 
action. In this study, the research is not aimed at verifying a relationship between two 
variables. Therefore, instead of a hypothesis it has a research purpose, which is still 
based on theoretical research preceding any empirical action. This means that the 
researcher, detached from reality, gathers all the relevant theories related to the topic 
before data collection. Following such a sequence allows the researcher to retain an 
impartial position towards the validity of theories and maintain an open mind. 
Therefore, the purpose of this research, as stated in Ch.1.4, is to evaluate the adoption 
of computer-based training in the Hong Kong hotel industry.
3.3.4 Research Approach
The extent to which the researcher is clear about his/her theory at the beginning of the 
research raises an important question concerning the design of the research as it can 
determine whether the researcher should use a deductive or inductive approach.
Induction
Inductive research attempts to build theory with a bottom-up approach. Often, the 
absence of broad literature aggravates the support for inductive research. Moreover,
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inductive research seeks to explain a particular phenomenon in complete and thorough 
detail (Bryman & Bell, 2007). Inductive reasoning v\/orks the opposite way, moving from 
specific observations to broader generalisations and theories. Informally, it can be 
sometimes called a "bottom up" approach. With inductive reasoning, researchers begin 
with specific observations and measures, look for patterns and regularities, formulate 
tentative hypotheses that can be explored, and finally develop general conclusions or 
theories. An inductive approach involves more detailed research into the subject matter 
and would need to be carried out in order to gain an understanding of the human role 
and to get a closer understanding of the research context. It would involve collecting 
qualitative data and keeping a flexible structure to permit changes as the research 
progresses. The analysis and processing of the collected data would result in a model 
which combines the best characteristics of the existing models.
Followers of the inductive approach would criticise the deductive approach because of 
its tendency to construct a rigid methodology that does not permit alternative 
explanations of what is going on. In this sense, there is an air of finality about the choice 
of theory and definition of the hypothesis. Alternative theories may be suggested by 
the deductive approach. However, these would be within the limits set by the highly 
structured research design. Research using the inductive approach would be 
particularly concerned with the context in which such events are taking place. 
Therefore the study of a small sample of subjects might be more appropriate than a 
large number as with the deductive approach. Researchers in this tradition are more 
likely to work with qualitative data and to use a variety of methods to collect these data 
in order to establish different views of phenomena (Easterby-Smith, Thorpe, & Lowe, 
2002). However, the disadvantage of an inductive approach is that the sources of 
knowledge are limited to the models currently being used, which might omit a 
significant amount of theory. Meanwhile, an exhaustive inductive research approach
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which focuses on existing models would narrow the possibilities, hinder the 
development of new models and prevent the evolution of knowledge.
Deduction
A deductive approach requires objectivity and detachment, basing all the development 
of the model on theoretical principles without taking into account the context of the 
specific industry. Because deductive research aims to test research questions or 
hypotheses based on existing theory (Bryman & Bell, 2007), new findings on the topic 
investigated are less likely to emerge. Deductive reasoning moves from the more 
general to the more specific. Sometimes this is informally called a top-down approach. 
A theory about a topic of interest is proposed and narrowed down into a specific 
hypothesis. Researchers then gather data in the way of observations which is relevant 
to the hypothesis. This ultimately leads to a testing of the hypothesis with specific data 
and a confirmation or rejection of the original theory.
A deductive approach to research owes much to what the researcher would think of as 
scientific research. It involves the development of a theory that is subjected to a 
rigorous test (Saunders, Lewis & Thornhill, 2003). This approach is the search to explain 
causal relationships between variables. A hypothesis may then be developed and is 
tested by utilising quantitative data. In order to pursue the principle of scientific rigour, 
this approach dictates that the researcher be independent of what is being observed. It 
is also beneficial to conducting a postal survey (Saunders, Lewis & Thornhill, 2003). 
Another characteristic of deductive approach is that concepts need to be 
operationalised in a way that enables facts to be measured quantitatively. The final 
characteristic is generalisation which implies that it is necessary to select samples of 
sufficient numerical size.
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Hence, deduction emphasises i)  scientific principles, 2) moving data from theory to 
data, 3) the need to explain causal relationships between variables, 4) the collection of 
quantitative data, 5) the application of controls to ensure validity of data, 6) the 
operationalisation of concepts to ensure clear definition, 7) a highly structured 
approach, 8) researcher independence of what is being researched and 9) the necessity 
to select samples of sufficient size in order to generalise conclusions (Saunders, Lewis & 
Thornhill, 2003). The survey strategy is usually associated with the deductive approach 
and it is often obtained by using a questionnaire.
However, it is evident that a deductive approach underlines the research, as it is used to 
develop a theory based on theoretical research and then verify and test it. As Saunders, 
Lewis and Thornhill (2003) state, deduction involves the development of a theory that is 
subjected to a rigorous verification and testing process. It is important to note that the 
specific process of developing a strategic planning model follows a deductive approach. 
According to Robson (1993), there are five sequential stages through which deductive 
research progresses:
• Deduce a hypothesis from the theory
• Expressing the hypothesis in operational terms
• Test the operational hypothesis (which involves an experiment or some other form 
of empirical inquiry)
• Examine the specific outcome of the inquiry
• If necessary, modify the theory in light of the findings
Deductive research is primarily concerned with testing hypotheses. Hypotheses 
attempt to explain the relationship between the constructs, which have been 
operationalised as part o f the literature review in that the key measurable attributes 
have been identified. The deductive research process is shown as follows:
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Theory (Literature Review)
Hypothesis (Relationships between Constructs)
Data Collection (Survey)
Findinq (Statistical Analysis)
Hypothesis Rejected/Confirmed
Revision of Theory
Figure 3.2 Deductive Research Process
Induction VS. Deduction
Creswell (1994) suggested that a topic for which there is a wealth of literature from 
which the researcher can define a theoretical framework and a hypothesis lends itself 
more readily to a deductive approach. With research into a topic that is new, exciting, 
on which there is little existing literature but which has gathered much debate, it may 
be more appropriate to generate data and analyse and reflect on what theoretical 
themes the data suggest (Saunders, Lewis & Thornhill, 2003). A deductive approach 
can be quicker to complete; however, sufficient time must be allotted to setting up the 
study prior to data collection and analysis. Inductive research can be much more 
protracted. Often the ideas, based on a much longer period o f data collection and
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analysis, have to emerge gradually. This leads to another important consideration, the 
extent to which the researcher is prepared to indulge in risk. The deductive approach 
can also be lower-risk strategy provided that there are risks to begin with such as the 
non-return of questionnaires (Saunders, Lewis & Thornhill, 2003). Induction, meanwhile, 
runs the risk that useful data patterns and theory may not emerge. Finally, there is the 
question of audience. Managers are familiar with the deductive process and are much 
more likely to have faith in the conclusions to be derived from this approach. 
Preferences for a specific approach can also be considered. Whatever the approach, a 
researcher hopes to yield valuable data related to a research problem. Arguably, no one 
approach is more favourable than any other; rather, each has its own strengths and 
weaknesses depending on where the research emphasis lies. In conclusions, this thesis, 
based on the research focus, leans towards the structure and tendencies of a deductive 
approach.
3.3.5 Research Strategy
According to Saunders, Lewis and Thornhill (2003), there are several research strategies 
that can be considered by the researcher. The experiment strategy, closely linked to the 
deductive approach, is a classical form of research that owes much to the natural 
sciences. It involves the definition of a theoretical hypothesis, the selection of samples 
of individuals from known populations, the allocation of samples to different 
experimental conditions, the introduction of planned change on one or more of the 
variables, the measurement on a small number of the variables and the control of other 
variables. The problem with using experiment in this study is the difficulty of taking the 
research subject out of the normal context to submit it to experimental conditions, i.e., 
computer-based training. Another research strategy that can be considered is survey 
strategy, which is also associated with the deductive approach. It is a common and
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popular strategy in business and management research because it allows for the 
collection of a large amount of data in an economical way. Although the survey 
strategy can give the researcher more control over the research process and more 
independence from other sources of information, it is also important to be aware that it 
requires considerable time to design and pilot the questionnaire. Moreover, analysis of 
the results can also be time consuming and the data collected may not be as wide- 
ranging as those collected by other research strategies. In addition, there is a limit to 
the number of questions that a questionnaire can contain.
The grounded theory strategy appears to be a good example of the inductive approach; 
however, it also combines deduction. In this strategy, data collection begins before the 
statement of an initial theory. A theory is developed following the generation and 
analysis of data. The data leads to the generation of predictions that are later tested to 
confirm or disprove the predictions. Given the predominating deductive approach of 
this research, the grounded theory approach is not considered as a possible strategy. 
Emanating from the field of anthropology comes ethnography as a research strategy. It 
is also rooted in the inductive approach. The purpose of this strategy is to interpret the 
social world the research subjects inhabit, in the way that they themselves interpret it. 
It is a time consuming process (Saunders, Lewis & Thornhill, 2003). Another 
characteristic of this strategy is that as the research gets under way, the researcher 
must develop new patterns of thought about the subject of observation, which means 
the process must be flexible. In the same way as the previous strategy, ethnography as 
a research strategy is not chosen due to the predominantly deductive approach of the 
project and its time requirements.
Robson (2002) defines case study as a strategy for doing research which involves an 
empirical investigation of a particularly contemporary phenomenon within its real life 
context using multiple sources of evidence. Easterby-Smith, Thorpe and Jackson (2008)
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State that case studies are extensively used for teaching purposes. There is extensive 
literature on the design, use and purposes of case studies. In the management field 
authors tend to coalesce around those who advocate single cases as well as those who 
advocate multiple cases. Advocates of single cases generally come from a 
constructionist epistemology and those who advocate multiple cases usually f it  with 
either a relativist or positivist epistemology. Finally, Saunders, Lewis and Thornhill 
(2003) proposed the action research strategy which is used in research projects where 
the purpose is the management of a change. In this type of strategy the practitioners 
are involved in the research and there is a close collaboration between practitioners and 
researchers. One characteristic of this strategy is that it should have implications 
beyond the immediate project; the results could inform other contexts. Thus action 
research differs from other forms of applied research due to its focus on action, 
especially in terms of promoting change within the organisation. The purpose of action 
research is not just to describe, understand and explain the world but to also change it. 
The strengths of an action research strategy are the focus on change, the recognition 
that time needs to be devoted to reconnaissance, monitoring an evaluation and the 
involvement of employees (practitioners) throughout the process. Given the explicit 
focus on change and the consultancy face of this strategy, it is not considered for the 
verification of the model.
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Positivist Relativist Social Constructionist
Experiment * * *
Survey * * * *
Grounded theory * * ■ k *
Ethnography * *
Case study * * *
Action research * * *
Note: *  potential links /** primary associated
Table 3.2 Research Methodologies mapped against Epistemologies (Easterby-Smith, Thorpe & Jackson, 
2008)
In light of the abovementioned advantages and disadvantages of each research strategy and 
with the reference to Table 3.2, because of the advantages of data collection and because it is 
consistent with the deductive approach, survey is adopted as a research strategy in this study as 
the deductive approach is also adopted. Based on the time horizon, the most appropriate study 
format is cross-sectional. This means that the study takes place at a defined point in time and 
will not be recurrent, as opposed to a longitudinal study where the subject is observed and 
analysed over a certain period of time.
3.4 Research Design
Research design is like an architectural blueprint for a study which is a strategy for 
accumulating, arranging and consolidating information or data, then concluding with research 
findings (Merriam, 1988). Thietart (2001) described research design as the framework through 
which the various components of a research project, i.e., research question, literature review, 
data, analysis and results, are brought together. According to Grunow (1995), it is a crucial 
element of any empirical research project, regardless of the research question and the chosen 
methodological point of view.
3.4.1 Exploratory Study
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Enquiries can be classified in terms of the purpose and by the research strategy used (Robson, 
2002). As Babbie (2001) stated, social research can serve many purposes, three of the most 
common and useful being exploration, description and explanation. Even though the 
classification most often used is threefold -  exploratory, descriptive and explanatory, the 
classification adopted in this study is exploratory.
Robson (2002) mentioned that exploratory studies are a valuable means of finding out what is 
happening, to gain new insights, to ask questions and to assess phenomena in a new light. It is 
particularly useful if the researcher wishes to clarify his/her understanding of a problem. Three 
principal ways of conducting exploratory research include search for the literature, talking to 
experts in the subject as well as focus group interviews. The main reasons for exploratory 
studies are the identification of problems, the precise formulation of problems and the 
formulation of new alternative courses of action. In addition, an exploratory study is often used 
at the introductory stage of a larger study and its results are used to develop specific techniques 
or focus the scope of the larger study (Smith & Albaum, 2005). Exploration is adopted in this 
research because, firstly, the researcher examines the subject of study itself which is relatively 
new in the Hong Kong hotel industry; secondly, exploratory studies are appropriate for more 
persistent phenomena such as computer-based training; and thirdly, exploratory studies are 
most typically done for 1) satisfying the researcher's curiosity and desire for better 
understanding, 2) testing the feasibility of undertaking a more extensive study and 3) 
developing the methods to be employed in any subsequent study. These are the reasons why 
this study is exploratory in nature.
To be noted, description approach is not used in this study as it is used to describe situations 
and events. In other words, the researcher observes and then describes what is observed. The 
objective of descriptive research is 'to portray an accurate profile of persons, events or 
situations (Robson, 2002). This may be an extension of, or a forerunner to, a piece of 
exploratory research. It is necessary to have a clear picture of the phenomena on which the 
researcher wishes to collect data prior to collection of the data. Studies that set up causal 
relationships between variables may be termed explanatory studies. The emphasis is on
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studying a situation or a problem in order to explain the relationships between variables 
(Saunders, Lewis & Thornhill, 2003). Descriptive studies answer questions of what, where, when 
and how; while explanatory studies answer questions of why.
3.4.2 Primary Data
The choice between using primary or secondary data can be broken down into the 
several considerations: the ontological status of the data, its possible impact on the 
internal and external validity of the project, and its accessibility and flexibility (Thietart, 
2001). Primary and secondary data each entail specific analysis difficulties. Distortions 
in an analysis can arise at different levels depending on whether the data is primary or 
secondary.
Primary data is generally considered to be a superior source of internal validity because 
the researcher can establish a system of data collection suited to the project and the 
empirical reality being studied. This belief in a superior internal validity arises from the 
fact that the researcher, in collecting or producing the data, is assumed to have 
eliminated rival explanations by allowing for them and monitoring for other possible 
causes (Thietart, 2001). Thietart (2001) also explained that primary data poses 
collection issues. To begin with, the researcher has to gain access to the field, then to 
maintain this field -  that is, to preserve this access and regulate the interaction with 
respondents -  whether the primary data is to be collected through surveys or 
interviews, or through direct observation. The use of primary data, therefore, 
necessitates the mastery of a complex system of interaction with the field. Of course, 
poor handling of this process can have consequences for the entire project.
Secondary data, meanwhile, can both be quantitative and qualitative and can be used 
in both descriptive and explanatory research. The data that the researcher uses may be 
raw data where there has been little if any processing or complied data that have
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received some form of selection or summarising (Kervin, 1999). There are three main 
subgroups of secondary data: documentary data, survey-based data and data compiled 
from multiple sources. The use of secondary data enables the researcher to limit the 
interaction with the field but offers less scope in compiling a database appropriate to 
the research question. This task can be prolonged and laborious. Often the 
collaboration of actors who can authorise access to certain external databases or can 
guide researchers in finding their way through the organisation's archives is required. 
The analysis of secondary data, however, involves some constraints. If researchers are 
confronted with secondary data that is partial, ambiguous or contradictory, they can 
rarely go back to the source to complete or to clarify it. The researcher is in effect 
forced to question either people quoted in the archives, or those who collected the 
data. That is, they are compelled to collect primary data ad hoc. This is a costly process, 
and access to the individuals concerned is only possible in exceptional cases (Thietart,
2001). In addition, secondary data is also the object of a certain number of received 
ideas regarding its ontological status, its impact on internal and external validity, and 
its accessibility and flexibility. The most persistent of these undoubtedly concerns 
secondary data's ontological standing. Because it is formalised and published, 
secondary data often comes to be attributed with an exaggerated status of 'truth'. Its 
objectivity is taken at face value and its reliability is considered equivalent to that of the 
publication in which it appears (Thietart, 2001).
As a result, primary data is collected in this research. The importance to gather new 
primary data to integrate and reinforce the findings of the literature review, and the 
need to utilise an instrument easy to answer and which requires no writing, motivate 
the choice of a closed questionnaire. As pointed out by Pallant (2005), closed-end 
questions in questionnaires are easy to convert to the numerical format required for the 
SPSS and can be coded directly on scanning sheets which can be put into the computer
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for analysis. For exploratory research like this study, primary data is therefore obtained 
and adopted. Secondary data is not considered in this research as it may be collected 
for a purpose that does not match the need of this study. Data collected may be 
inappropriate to those research questions. Moreover, secondary data may be collected 
for a specific purpose that differs from the research question or objective (Denscombe,
1998) and data collected at a much earlier time may be outdated and unusable. 
Moreover, access of secondary data of computer-based training in the Hong Kong hotel 
industry is difficult and costly. There is research concern that there is no real control 
over the data quality and the initial purpose of this study may affect how secondary 
data is presented. In addition, secondary data collected for a particular purpose may 
result in other problems such as ethical issues. Finally, as part of the compilation, 
process data can be aggregated in some way; while these aggregations may not be the 
most appropriate for this research question.
3.4.3 Quantitative Research
While quantitative methods commonly rely on statistical analysis of quantifiable data, 
qualitative methods assimilate raw input data typically in the form of words regarding 
data collection and analysis. Many authors distinguish between qualitative and 
quantitative data. For example, according to Miles and Huberman (1984), qualitative 
data corresponds to words rather than figures. Similarly, Yin (1989) explains that 
'numerical data' provides quantitative information, while 'non-numerical data' 
furnishes information that is clearly of a qualitative nature. All the same, the nature of 
the data does not necessarily impose an identical method of processing it. The 
researcher can very well carry out, for example, a statistical and consequently 
quantitative analysis of nominal variables. According to Evrard, Pras & Roux (1993), 
qualitative data corresponds to variables measured on nominal and ordinal (non­
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metric) scales, while quantitative data is collected using interval scales and proportion 
scales. Thietart (2001) stated that it is conventional to correlate investigation with a 
qualitative approach and verification with a quantitative. Silverman (1993), for example, 
distinguishes between two 'schools' in the social sciences, one oriented towards the 
quantitative testing of theories and the other directed at qualitatively developing 
theories. The qualitative approach is not designed to evaluate to what extent one can 
generalise from an existing theory, which is reinforced by Thietart (2001) that 
researchers rarely choose a qualitative approach with the sole intention of testing a 
theory. The choice between a qualitative and a quantitative approach therefore seems 
to be dictated primarily in terms of each approach's effectiveness in relation to the 
orientation of the research, that is, whether one is constructing or testing. It is 
conventional in research to make a distinction between the qualitative and the 
quantitative. However this distinction is both equivocal and ambiguous. The distinction 
between qualitative and quantitative is, moreover, ambiguous because none of these 
criteria allow for an absolute distinction between the qualitative and the quantitative 
approach (Thietart, 2001).
Creswell (1994) stated that the researcher would choose quantitative methodology to 
study causation, to examine the relationship between variables or compare groups, to 
test a model or to use a survey questionnaire with rating scales. This study uses 
quantitative survey research methodology to collect primary data. Quantitative 
research is ideally suited to the situations where theory needs to be tested and 
confirmed; where the variables are known there is potentially a large set of data (often 
numerical) and the research is based on objective reality, objectivism. In order to 
conduct primary research to reinforce the model, there is also a wide variety of 
methods to use. Initially, Thietart (2001) distinguishes between methods to collect 
primary data for quantitative research and methods to collect data for qualitative
107
research. For quantitative research, the most widely used form is the questionnaire 
method, then observation and experimental methods. For qualitative research there 
are interview, observation and unobtrusive methods (which are not affected by the 
reactions of the subject).
Quantitative research usually aims at validating theory with objective data and known 
variables (Bryman & Bell, 2007). Supporting this is a rich portfolio of existing literature 
on a dedicated topic as a solid foundation to match general theory to a specific case 
which also describes one of the major characteristics of a deductive analysis (Bryman & 
Bell, 2007). Silverman (1993) stated that it is generally acknowledged that quantitative 
approaches offer a greater assurance of objectivity than do qualitative approaches. 
Bryman & Bell (2007) argue that quantitative research can be construed as a research 
strategy that emphasises quantification in the collection and analysis of data and that:
• entails a deductive approach to the relationship between theory and research, in 
which the focus is placed on the testing of theories
• has incorporated the practices and norms of a natural scientific model and 
positivism in particular
• embodies a view of social reality as an external, objective reality
Qualitative research, meanwhile, can help in developing detailed descriptions, 
integrating multiple perspectives and describing processes, which does not correlate to 
the objectives of this study. The main disadvantage of qualitative approaches to corpus 
analysis is that their findings cannot be extended to wider populations with the same 
degree of certainty that quantitative analyses can. This is because the findings of the 
research are not tested to reveal whether they are statistically significant or due to 
chance (Thietart, 2001). As a result, in order to test the theories from the literature 
review, to assure the objectivity and to use the primary data, quantitative research is 
adopted in this research.
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3.4-4 Cross-sectional Study
Saunders, Lewis and Thornhill (2003) describe the 'snapshot' approach as cross- 
sectional and the 'diary' perspective as longitudinal.
A cross-sectional study involves observations of a sample, or cross section, of a 
population or phenomenon that are made at one point in time (Saunders, Lewis & 
Thornhill, 2003). Exploratory and descriptive studies are often cross-sectional which is 
also applied in this study. In contrast, longitudinal study is designed to permit 
observations of the same phenomena over an extended period of time. Many field 
research projects, involving direct observation and in-depth interviews, are naturally 
longitudinal. Longitudinal studies can be difficult for quantitative studies such as 
surveys although they are the best way to study changes over time. Most research 
projects undertaken for academic courses are necessarily time constrained. However, 
the time horizons on many courses do allow sufficient time for a longitudinal study. 
Cross-sectional studies often employ the survey strategy (Easterby-Smith, Thorpe & 
Lowe, 2002; Robson, 2002). They may be seeking to describe the incidence of a 
phenomenon or to compare factors in different organisations. On the other hand, the 
main strength of longitudinal research is the capacity that it has to study change and 
development. Adams and Schvaneveldt (1991) pointed out that in observing people or 
events over time the researcher is able to exercise a measure of control over variables 
being studied, provided that they are not affected by the research process itself. 
Easterby-Smith, Thorpe and Jackson (2008) stated that cross-sectional designs, 
particularly those which include questionnaires and survey techniques, belong either to 
the relativist or positivist traditions. This is another reason why cross-sectional is 
adopted in this study. A cross-sectional study can economically describe features of 
large numbers of people or organizations; however, a major limitation is that it can be 
difficult to explain why the observed patterns exist.
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3.4-5 Questionnaire
Following the decision to use a survey research strategy and following a deductive as 
well as quantitative approach, a questionnaire has been adopted as the measuring 
instrument in this study. Saunders, Lewis and Thornhill (2003) maintain that 
questionnaire can include structured interviews and telephone questionnaires as well as 
the more commonly known self-completion questionnaires. Thietart (2001) also echoed 
that the most developed method of collecting primary data for quantitative research is 
the questionnaire.
Survey methodology is described by Borg and Gall (1989) as a distinctive research 
methodology that owes much of its recent development to the field of sociology. The 
survey is designed to examine attitudes, opinions, beliefs, behaviour, desires, needs 
and values. It is also useful for identifying respondent demographics. According to 
Babbie (1990), survey research enables researchers to generalise findings from a small 
sample to the larger population and make inferences about certain characteristics, 
attitudes or behaviour of this population. Hence, a survey is suggested in order to 
generate responses in a convenient, cost effective and anonymous manner. Fixed- 
choice items are employed in the questionnaire which can be scored quickly and 
objectively and are the least threatening type of survey questions (Fink & Kosecoff, 
1996).
Data for this study are collected via a mail questionnaire. In this research, 
questionnaires have the advantages of ease, reliability, simplicity and the capability to 
obtain large quantities of data. It also simplifies coding, analysis and interpretation 
(Hair et a i, 2010). A wide range of data can be collected using questionnaire ranging 
from beliefs, opinions, intentions, attitudes, behaviour, awareness, motivations and 
lifestyle characteristics to general information on respondents such as gender, age, 
education and income. In conducting a questionnaire-based study, a number of
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considerations exist and include: general design, pre-testing (to validate the 
questionnaire) and the method by which the questionnaire is administered (Hair et al., 
2010). Methods of collecting survey data using questionnaire fall into two broad areas: 
self-completion and interviewer completion. Self-completion method, which is 
adopted in this research, includes mail surveys. Internet/electronic surveys, drop­
off/pick up. Interviewer-completed method requires direct contact with 
respondents/participants through either face-to-face personal interviews or via 
telephone. Thietart (2001) suggested that the questionnaire seems to be one of the 
most efficient ways of collecting primary data. It also offers the possibility of 
standardising and comparing scales, and enables the anonymity of the data sources to 
be preserved. Nevertheless, data collection by questionnaire has certain limitations. It 
is not flexible. Once the administration phase is under way, it is no longer possible to 
backtrack. The researcher can no longer offset a lack of sufficient data or an error in the 
scale used. Furthermore, standardisation of the measurement instrument has a 
downside, i.e., the data gathered using standardised methods is necessarily very 
perfunctory. Collecting data by questionnaire also exposes the researcher to the bias of 
the person making the statements. There is a commonly cited difference between 
declaratory measurements and behavioural measurements.
There are various definitions of the term 'questionnaire' (Oppenheim, 2000). Some 
authors (for example, Kervin, 1999) reserve it exclusively for surveys where the person 
answering the question actually records their own answers. Others (for example Bell,
1999) use it as a more general term to include interviews that are administered either 
face to face or by telephone. In this thesis, questionnaire is used as a general term to 
include all techniques of data collection in which each person is asked to respond to the 
same set of questions in a predetermined order (deVaus, 2002). Questionnaire is 
undoubtedly one of the most widely used survey data collection techniques (Saunders,
111
Lewis & Thornhill, 2003). It provides an efficient way of collecting responses from a 
large sample prior to quantitative analysis. In order to ensure that the questionnaire can 
collect the precise data required to answer the research questions and to achieve the 
research objectives, the design of the questionnaire therefore affects the response rate 
and reliability and validity of the data to be collected. Response rates, validity and 
reliability can be minimised by 1) careful design of individual questions, 2) clear layout 
of the questionnaire form, 3) clear explanation of the purpose of the questionnaire, 4) 
pilot testing and 5) carefully planned and executed administration. Moreover, 
questionnaires can be used for descriptive or explanatory research (Saunders, Lewis & 
Thornhill, 2003). The disadvantages of questionnaires are the impossibility of gaining a 
deep insight into the issue being examined and their reliability as it is difficult to ensure 
that the questionnaire was completed by the intended subject. There is also a 
possibility of contamination of the respondents' answers -  guessing or asking other 
people their opinions (Saunders, Lewis & Thornhill, 2003).
Self-administered questionnaires are completed by the respondents. Such 
questionnaires are posted to respondents who return them by post after completion 
(postal questionnaire). For postal questionnaires, there are some main attributes as 
well as drawback: 1) confidence level is comparatively low that the right person has 
responded; 2) there is the likelihood of contamination or distortion of respondent 
answers by consultation with others; 3) the likely response rate is variable (around 30 
percent is a reasonable rate) (Dillman, 2000); 4) the questionnaire cannot be too long, 
around 6 to 8 A4 pages is reasonable; 5) the types of questions can be closed questions 
but not too complex, with simple sequencing and must be of interest to respondent, 6) 
it normally takes 4 to 8 weeks from posting, depending on the numbers of respondents 
following up; 7) the main financial resources are outward and include return postage, 
photocopying, clerical support as well as data entry; and 8) closed questions can be
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designed so that responses may be entered using optical mark readers after a 
questionnaire has been returned.
The choice of questionnaire is influenced by a variety of factors related to research 
questions and objectives, and in particular the characteristics of the respondents from 
whom the researcher wishes to collect data, the importance of reaching a particular 
person as a respondent, the importance of respondents' answers not being 
contaminated or distorted, the size of the sample the researcher requires for analysis, 
the types of questions needed to collect data, and the number of questions needed to 
collect data (Saunders, Lewis & Thornhill, 2003). Finally, before analysing the data 
collected, the importance of verifying the reliability and validity is tested to guarantee 
that the scales indicated are, respectively, free from random error and that the scale 
measures what it is supposed to measure (Pallant, 2005). As a result, the questionnaire 
created for this study consists of two parts. The first part is used to obtain demographic 
information regarding each respondent and his/her property or department 
characteristics in order to classify the sample into different subgroups. The second part 
of the survey focuses on seeking responses to gather the data needed to answer the 
research objectives.
3.5 Instrument Validation
Having developed the survey instrument at the beginning of this research with 
reference to the literature, it is reviewed and commented on by the expert panel. The 
overall reliability and validity are then evaluated in terms of item quality with a pilot 
test, and the final version of questionnaire is then developed and finalised for survey.
3.5.1 Expert Panel
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A panel of experts, consisting of eight hospitality faculty members and industry 
professionals, is invited to review the survey instrument. The aim of having this panel is 
to review the survey instrument and to validate that the survey instrument does seek to 
collect data to answer the research questions. Questions are re-organised for relevance. 
Recommendations are offered by the panel to improve the clarity and to increase the 
scope of the questions. Modification of questions, wording changes and content are 
then amended following suggestions from the panel to ensure that the questions are 
suitable for the research and can reflect the current training situation of the Hong Kong 
hotel industry.
There are reasons for selecting the members of the expert panel in order to increase the 
creditability of comments. Professor Cathy Hsu is the research expert in hospitality 
academic; Dr Andy Lee is the I.T. research expert; Dr Simon Wong has expertise in 
human resources of the Hong Kong hotel industry; and Dr Alice Hon specialises in 
research methodology. For industry partners, Ms Daisy Wong and Ms Claire Yau have 
strong experience in hotel human resources operations; and Ms Serena Chan and Ms 
Sherine Mak are training experts in high-end hotels in Hong Kong. By both industry and 
academic standards the comments of the above panel are considered credible and the 
final version of the questionnaire valid.
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Name Position Organisation
Professor Cathy Hsu Associate Director 
and Professor
School of Hotel and Tourism 
Management, The Hong Kong 
Polytechnic University
Dr Simon Wong Assistant
Professor
School of Hotel and Tourism 
Management, The Hong Kong 
Polytechnic University
Dr Andy Lee Assistant
Professor
School of Hotel and Tourism 
Management, The Hong Kong 
Polytechnic University
Dr Alice Hon Assistant
Professor
School of Hotel and Tourism 
Management, The Hong Kong 
Polytechnic University
Ms Claire Yau Assistant Director 
of Human 
Resources
Four Seasons Hotel Hong Kong
Ms Daisy Wong Director of 
Human Resources
Kowloon Shangri-La Hotel
Ms Serena Chan Training Manager The Peninsula Hong Kong
Ms Sherine Mak Training Manager The Marco Polo Hong Kong
Table 3.3 Profile o f Expert Panel M em ber 
3.5.2 Validity
The researcher's goal of reducing measurement error can follow several paths. In 
assessing the degree of measurement error present in any measure, the researcher
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must address the validity of a measure (Hair, Jr. et a i, 2010). Validity has been defined 
by Oppenheim (2000) as the degree to which the scale measures what it intends or 
supposes to measure. Pallant (2005) added that because validity usually seeks to 
measure an abstraction, it must take place indirectly and can be established only 
through empirical tests. Saunders, Lewis & Thornhill (2003) describe validity as being 
concerned with whether the findings are really what they appear to be about. Broadly 
speaking, validity refers to the extent to which differences in observed measurement 
scores reflects true differences in the characteristics being measured (Oppenheim,
2000). Validity, described by Fink and Kosecoff (1996), refers to the accuracy with 
which the questions represent the characteristics they are supposed to survey.
In conventional usage, the term validity refers to the extent to which an empirical 
measure adequately reflects the real meaning of the concept under consideration. 
Carmines and Zeller (1979) discussed three types of validity: criterion validity, construct 
validity and content validity. First of all, criterion validity is sometimes called predictive 
validity. Generally, behaviour may serve as a gauge of criterion validity for the many 
attitudinal measures found in social science research (Carmines & Zeller, 1979) while 
Field (2009) defined criterion validity as whether the instrument measures what it 
claims to measure. Smith and Albaum (2005) explained that in pursuing the objective of 
criterion validity, the researcher attempts to develop or obtain an external criterion 
against which the scaling results can be matched. Construct validity, meanwhile, is 
related to the logical relationships among variables while content validity refers to the 
degree to which a measure covers the range of meanings included within the concept 
(Carmines & Zeller, 1979). Content validity refers to the adequacy with which a measure 
or scale obtained a sample from the intended universe or domain of content while 
construct validity involves testing a scale not against a single criterion but in terms of
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theoretically derived hypotheses concerning the nature of the underlying variable or 
construct (Pallant, 2005).
In this study, three abovementioned approaches were taken to ensure that the three 
types of validity were achieved as much as possible. First and foremost, all of the 
constructs of the variables in the study were adapted from previous studies in the 
literature, except that some revisions were made in the process of the pilot test. 
Secondly, the validity was underpinned by inviting personnel of the Hong Kong hotel 
industry as well as the School of Hotel and Tourism Management to comment on 
attributes of the constructs. Part of the purpose of the pilot survey was to ensure that 
each attribute was presented with focus, brevity and clarity. In addition, any possible 
types of instrumental bias and error were avoided so as to enhance the instrumental 
validity. Finally, substantial literature was reviewed to ensure that construct validity, 
which was based on logical relationships among the variables, was enhanced. Balian
(1994) reported that content validity is a subjective form of validity evaluation. It 
consists of opinion and judgment as the method to derive valid test or survey items. In 
this research, to ensure the survey instrument's validity, content validity was 
established through evaluation by a panel of experts. Specifically, the panel expert was 
asked to evaluate every survey item against the research questions in terms of its 
objectivity and whether the item measured the component it was supposed to 
measure. After the completion of the survey revision, the researcher also conducted a 
pilot test which will be explained in the pilot test section. Content validity ensures that 
the measure includes an adequate and representative set of items that measure the 
concept. The more the scale items represent the domain of the concept being 
measured the greater the content validity. To ensure content validity only items 
specifically related to concepts where included in the questionnaire. This is based on 
the identification of attributes of concepts that is based upon attribute identification by
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authors in the literature review. In addition, the questionnaire is subject to a pilot test 
targeted at the sample population and who are specially asked to comment on the 
constructs and construct items. Construct validity, on the other hand, testifies to how 
well the results obtained from the use of the measure (questionnaire) f it  the theories 
around which the test is designed. It is common for the results of a test to be correlated 
with and compared to the results of tests conducted previously and thought to be valid 
in this respect. However, in this research, such a test of validity is not possible as no 
previous data from similar measuring instrument is available, i.e., adoption of 
computer-based training in the Hong Kong hotel industry. Another possible measure of 
construct validity is to administer the measuring instrument to a sample population 
who are not representative of the intended population. Due to time constraints, again, 
this test is not applied.
3.5.3 Reliability
If validity is assured, the researcher must also consider the reliability of the 
measurements (Hair, Jr. et al., 2010). When scales are selected to include in the 
research it is important to find scales that are reliable. Reliability is an assessment of 
the degree of consistency between multiple measurements of a variable (Field, 2009). 
Saunders et al. (2009) describe reliability as the extent to which data collection 
techniques yield consistent findings while Borg and Gall (1989) described the reliability 
of an instrument as the level of internal consistency or stability of the measuring device 
over time. This characteristic, which concerns the purity and consistency of a measure 
to repeatability, is always a matter of degree expressed in the form of a correlation 
coefficient, and is tested, for the purpose of this study, with the Cronbach's Alpha (a) 
coefficient utilising SPSS. Cronbach's Alpha coefficient, which is considered to be one 
of the most commonly used indicators of internal consistency, is computed in terms of
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the average inter-correlations among the items measuring the concept (Pallant, 2005). 
The calculation of the correlation between two splits, or two halves, of items yields a 
coefficient between 0 and 1. 0 means no correlation and therefore no internal 
consistency; and 1 means a perfect correlation and therefore complete internal 
consistency.
By contrast, reliability means freedom from random error. It is a matter of whether a 
particular technique, applied repeatedly to the same object, would yield the same result 
each time. Babbie (1995) stated that the problem of reliability is a basic one in social 
science measurement, and the suggested test-retest technique for dealing with it. The 
test-retest method indicates that sometimes it is appropriate to make the same 
measurement more than once. The measurement method is reliable if the response in 
both times is the same. Smith and Albaum (2005) describe test-retest technique as an 
examination of the stability of response. In this study, it was not feasible and 
economical to use the instrument to question the same respondents more than one 
time because of time constraints; the respondents were not willing to respond to the 
same measure, e.g., twice within two months; management of the responding 
companies would not support the option to do so because it might have taken up too 
much of employees' time to complete questionnaires; it would be expensive to conduct 
an extra measure; and there was the potential problem that the first measurement may 
have had an effect on the second one.
Threats to the reliability include 1) participation bias/error, and 2) response sets. For the 
participation bias/error, characteristics of a respondent, for example, age, may affect 
his/her response. Or the respondent may attempt to give the response desired by the 
researcher. Since the researcher is not known to the majority of the respondents, this 
survey is conducted anonymously and there are no leading questions in this survey. The 
bias therefore can be kept to a minimum. Other attempts to avoid bias or participant
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error included keeping all scales used the same, providing hyperlinks to technical terms 
and jargon, consistent formatting, questions of similar length, providing feedback on 
progress to avoid fatigue and avoiding sensitivity. Nevertheless, a response set is the 
tendency for a respondent to answer a series of questions on a certain direction 
regardless of their content. This is a potential problem as once a participant begins to 
agree with a set of questions they select this option without truly reading the question. 
A technique to avoid this is to reverse one of the questions. However, as this sometimes 
may confuse the respondents, this technique was not used in this survey.
In this study, internal consistency coefficients (Cronbach's Alpha) for reliability were 
determined for the subscales of Questions 14,18, 20 and 23 of the survey tool that were 
intended to measure the potential factors that impacted the adoption of computer- 
based training. These questions adopted a 5-point Likert scale. The following table 
indicates the reliability of acceptance scale as measured by Cronbach's Alpha:
Question Concept Construct Cronbach's
Alpha
1 4 Response on current 
training
N/A .678
18 Frequency ofCBT adoption Front of the House .911
Back of the House .925
20 Impact of CBT Benefit from technology .629
Employee support .882
Hotel support ■497
23 Barrier of CBT adoption Employee attributes .908
Hotel support .813
External environment ■744
Table 3.4 Cronbach's Alpha of Reliability Test
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Educational measurement experts agreed informally that a minimum accepted level of 
Alphas is .65 for instruments that provide information about a group of individuals 
(Frisbie, 1988). Pallant (2005) stated that ideally, this coefficient should be above .7, 
outlining the sensitivity to the number of items in the scale. Sekaran (2003), in addition, 
suggested that the closer the Cronbach's Alpha to 1.0, the higher the internal 
consistency reliability. However, Pallant (2005) further explained that with short scales, 
for example, scales with fewer than ten items, it is common to find quite low Cronbach 
value, e.g., .5. Even Briggs and Cheek (1986) recommended an optimal range for the 
inter-item correlation of .2 to .4. The Cronbach's Alpha of every construct of Q18 and 
Q23 are larger than .70, which implies that the internal consistency reliability is high. In 
Q14, as there are only 10 statements while the Cronbach's Alpha is .678, as per Pallant 
(2005), this Cronbach's Alpha is acceptable. In Q20, according to Pallant (2005), the 
Cronbach's Alpha of two constructs, i.e., benefit from technology and employee 
support, is high. Meanwhile, the Cronbach's Alpha of 'Hotel support' in Q20 is .497 
which is comparatively low. This is due to the fact that there are only two statements in 
this construct; hence, this Cronbach's Alpha cannot truly reflect the consistency. 
Consequently, the results from the above table indicated that the measure was reliable 
with appropriate Cronbach's Alpha.
3.5.4 Pilot Test
Pilot test is a small-scale test of what the survey is to be, including all activities that will 
go into the final survey (Smith & Albaum, 2005). Fink and Kosecoff (1996) stated that 
the purpose of a pilot test is to produce a survey that is usable, provide needed 
information and ensure clear language. The pilot test of this research was conducted in 
mid November 2009, the main purpose of which was to identify and eliminate possible 
problems before the main survey, to investigate if respondents faced any difficulties in
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the completion of the questionnaire and to check if the questionnaire was too long, in 
order to allow the revision and refinement of the instrument. This pilot survey was 
conducted with 30 managers and executives of five Hong Kong hotels in order to obtain 
feedback on the validity and appropriateness of the questions. Based on their 
comments, the questionnaire was further refined. Through this pilot test, the 
researcher obtained comments regarding the appropriateness of language, 
presentation and clarity of the questionnaire. The questionnaire was then found 
meaningful and the participating subjects provided some positive feedback and 
comments. Based on these comments, minor revisions were made in wording and 
layout to improve readability. The results of this pilot test showed that some 
expressions and grammatical aspects of the questionnaire needed to be changed to be 
more comprehensive and to improve clarity. In addition, the respondents suggested 
reducing the number of questions which seemed to be repetitive.
3.6 Population and Sampling
3.6.1 Population
The first thing the sample plan must accomplish is definition of the population to be 
investigated. A population, also known as a universe, is defined as the totality of all 
units or elements possessing one or more particular relevant common features or 
characteristics, to which one desires to generalise study results (Smith & Albaum, 2005). 
Once the population has been defined, the researcher must decide whether to conduct 
the survey among all members of the population, or only a subset of the population. 
Operationally, sample design is the heart of sample planning. According to Ghauri and 
Gronhaug (2002), after the specification of the research aim and objectives, the choice 
of appropriate research design and the development of data collection instrument, the 
next step in the research process is to select the elements from which to collect all the
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information. The population selected can be described as units whose characteristics 
are as heterogeneous as possible while Saunders, Lewis and Thornhill (2003) defined 
population as the complete set of cases or group members. Leedy (1980) stated that 
populations may contain definite strata but each stratum may differ from every other 
stratum by a proportionate ratio of its separate stratified units while Smith and Albaum 
(2005) defined population as the totality of all the units or elements (individuals, 
households, organisations, etc.) possessing one or more particular relevant common 
features or characteristics, to which one desires to generalise study results.
The population of this study consists of full-time employees who are acting as 
department head (i.e. outlet manager) or division head (e.g. engineering division 
director) working in hotels in Hong Kong. However, due to the cost, time constraints 
and accessibility, it is not possible to obtain measures from the whole population. 
Hence, information is collected from the sample. As it is not possible to obtain and 
analyse all the data available, personnel who act as decision-makers to the approach of 
training and to the content of training are the focus. Obviously opinions from executive 
are necessary and therefore General Manager, Hotel Manager or Resident Manager are 
also included.
3.6.2 Sampling Selection
Sampling provides a valid alternative to a population when 1) it would be impracticable 
for the researcher to survey the entire population, 2) the budget constraints prevent the 
researcher from surveying the entire population, 3) the time constraints prevent the 
researcher from surveying the entire population and 4) the researcher collects all data 
but needs the results quickly (Saunders, Lewis & Thornhill, 2003) for which reasons this 
research is in the same situation. The main challenge offered by the field work is to 
obtain a sample representative of the whole population in order to provide useful
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inference about possible strategies. In agreement with Saunders, Lewis and Thornhill 
(2003) which divide the sampling procedures into two categories, namely probability 
and non-probability samples, the researcher tried to utilise a probability technique, in a 
way to obtain a known non-zero chance for everyone of being included in the sample 
and allowing for generalisability of the statistical inferences. However, due to time, cost 
and resources constraints, non-probability samples in contrast are selected in a non- 
random manner. Hence, it is not possible to make valid inferences about the whole 
population because such samples are not representative (Ghauri & Gronhaug, 2002). 
Henry (1990) made a point that using sampling makes possible a higher overall 
accuracy than a population as the smaller number of cases to collect data means that 
more time can be spent designing and piloting the means of collecting the data. 
Probability sampling remains the primary method of selecting large and representative 
samples for social science research including the national political polls. However, 
probability sampling can be impossible or inappropriate in many research situations 
(Babbie, 2001). In some business research it is often not possible to use probability 
sampling and the sample must be selected in other ways. Much of the sampling in 
marketing research, by its nature, concerns non-probability. That is, samples are 
selected by the judgment of the researcher, convenience or other non-random (or non- 
probabilistic) processes, rather than by the use of a table of random numbers or 
another randomising device. One should not conclude that probability sampling always 
yields results superior to non-probability sampling or that the samples obtained by non­
probability methods are necessarily less representative of the populations under study. 
Non-probability sample designs can be representative and reliable enough for use in 
pre-testing measurement instruments and pilot studies (Smith & Albaum, 2005). Non­
probability sampling provides a range of alternative techniques based on the subjective 
judgment and as a result it was adopted in this research.
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The target sample in this study consists of executives and managers in Hong Kong 
hotels. The hotels selected in this research are hotels on the membership list of the 
Hong Kong Hotels Association (HKHA) published in October 2009. It consists of 108 
hotels. In other words, questionnaires are sent to these 108 hotels. For the purpose of 
this research. General Manager, Resident Manager or Hotel Managers are invited as 
opinions from executives about training in their hotels are very important. Director of 
Human Resources/Human Resources Manager are included as they are the division 
head of the Human Resources Division and the Training Department is a department of 
the Human Resources Division. Training Manager or Training Professional is also 
included as they are in charge of training and training administration in the hotels. In 
order to obtain opinions from department heads, the contact person of the hotel, either 
the Training Manager/Training Professional or the Director of Human 
Resources/Human Resources Manager, is instructed to pass the questionnaires to a few 
department heads such as Restaurant Managers, the Executive Housekeeper, the 
Laundry Manager, the Front Office Manager and so on. In fact, views from department 
heads are vital and essential in this research but because of limited time and resources, 
the Training Manager/Training Professional or the Director of Human 
Resources/Human Resources Manager are recommended to select five department 
heads in their hotels to join this survey. Hence, seven questionnaires are sent to every 
hotel.
Probability sampling is not feasible in this survey as with probability samples the 
chance of each case being selected from the population is known and is usually equal 
for all cases (Saunders, Lewis & Thornhill, 2003). Firstly, simple random sampling which 
involves the researcher selecting the sample at random from the sampling frame using 
either number tables or a computer is not appropriate. It is difficult to obtain a sampling 
frame that permits a simple random sample to be drawn. Secondly, systematic
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sampling that involves the researcher selecting the sample at regular intervals from the 
sampling frame is not applicable. It is difficult to estimate the variance of the 
population from the variance of the sample. Thirdly, stratified random sampling which 
is a modification of random sampling in which the researcher divides the population 
into two or more relevant and significant strata based on one or a number of attributes 
is not practical. It is impractical to calculate each stratum or subgroup and the process 
of sample selection can be time-consuming and costly. Fourthly, cluster sampling 
which is similar to stratified sampling as the researcher needs to divide the population 
into discrete groups prior to sampling (Henry, 1990), is inappropriate. It is also 
expensive to conduct.
Much of the sampling in marketing research, by nature, concerns non-probability. That 
is, samples are selected based on the judgement of the researcher, convenience or 
another non-random (or non-probabilistic) process, rather than by the use of a table of 
random numbers or another randomising device (Smith & Albaum, 2005). In addition, 
there are a few approaches of non-probability sampling but only snowball sampling is 
adopted. Quota sampling is entirely non-random and is normally used for interview 
surveys. It is based on the premise that the sample represents the population as the 
variability in the sample for various quota variables is the same as that in the population. 
It is a type of stratified sample in which selection of cases within strata is entirely non- 
random (Barnett, 1991). Hence, it is not applicable. Moreover, purposive (or judgement) 
sampling which enables the researcher to use his or her judgement to select cases that 
best enable the researcher to answer the research questions is not appropriate. This 
form of sample is often used when working with very small samples such as case 
studies (Neuman, 2000). Self-selection sampling occurs when the researcher slows a 
case, usually individual, to identify the desire to take part in the research. The 
researcher therefore publicises the need for cases either by advertising through
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appropriate media or by asking to take part. This is not the case in this study. 
Convenience sampling, meanwhile, involves selecting haphazardly cases that are 
easiest to obtain for the sample, such as a person interviewed at random in a shopping 
centre for a television programme. The sampling selection process continues until the 
researcher's required sample size has been achieved. This is not feasible in this research. 
As a result, snowball sampling is adopted in this research. Snowball sampling (or 
multiplicity sampling) describes a procedure in which initial respondents are selected 
randomly, but where additional respondents are obtained from referrals or other 
information provided by the initial respondents. The major purpose of snowball 
sampling is to estimate various characteristics that are rare in the total population 
(Smith & Albaum, 2005). It is commonly used when it is difficult to identify members of 
the desired population. The advantage of this sampling method over conventional 
methods is the substantially increased probability of finding the desired characteristic 
in the population and lower sampling variance and costs. This is the case when the 
researcher can only rely on the Training Manager or Director of Human Resources, and 
then asks them to identify appropriate respondents to join the survey. The main 
challenge of snowball sampling is making initial contact.
As for the abovementioned reasons, snowball sampling is adopted in this research as it 
is difficult to identify members of the desired population in the researcher's position. 
Smith and Albaum (2005) defined snowball sampling as additional respondents are 
obtained from referrals provided by the initial respondents. 'Snowball' refers to the 
process of accumulation as each located subject suggests other subjects (Babbie, 2001). 
The advantages of this sampling technique over conventional methods are the 
substantially increased probability of finding the desired characteristic in the 
population and lower variance and costs. In other words, department heads such as 
Restaurant Managers, Spa Manager and Director of Security are difficult to reach. The
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researcher therefore makes contact with one in the population, i.e., the Training 
Manager/Training Professional or the Director of Human Resources/Human Resources 
Manager. They then identify further participants, as advised in the covering letter, and 
locate other members of the population, i.e., department heads. Compared to quota 
sampling, purposive sampling, self-selection sampling as well as convenience sampling, 
snowball sampling is comparatively appropriate in this study because of the likelihood 
of the sample being representative since the cases have characteristics that are desired 
and is relatively low cost. In addition, in this study, as the majority of the population is 
targeted, i.e., General/Resident/Hotel Manager, the Director of Human 
Resources/Human Resources Manager as well as Training Manager or Training 
Professional, the snowball sampling approach is only applied for the Training Manager 
or Training Professional to identify appropriate department heads to join this survey. 
Field work is conducted and data is gathered from October to December 2009 by the 
survey instrument, i.e., self-administered questionnaire. As mentioned, the survey 
instrument is mailed to 108 hotels and the package sent consisted of seven self­
administered questionnaires (Appendix V), a covering letter (Appendix IV) and the 
returned envelopes. A review of the literature confirms that a number of researchers 
received relatively low response rates in their studies using survey research methods 
(van Hoof et a/., 1995) and thus a low response rate in mail survey research is generally 
expected.
3.7 instrumentation
The data are collected by using a closed question, self-administered, quantitative 
questionnaire to measure the use of computer-based training in the Hong Kong hotel 
industry. Closed questions are in the form of a statement followed by alternative 
choices. To ensure the validity of this instrument, a group of panel experts is asked to
128
comment on the questionnaire. Suggestions received are used to improve the 
presentation of the statements. A covering letter is also enclosed with the 
questionnaires to inform the respondents of the purpose of the study, why it is being 
implemented and the identity of the researcher, with the request to complete it. 
Assurance of total confidentiality of the information gathered and anonymity of the 
data processing are communicated in the covering letter.
The questionnaire consists of two sections. The first section (Questions i  to 9) is 
designed to extract demographic details of respondents and the properties, e.g., 
number of guestrooms, average room rate, title, age, and so on. The second section 
(Questions 10 to 24) explores the current practice and opinion of use of computer- 
based training in Hong Kong hotels from the managerial and executive perspective. 
Two types of questions have been used in this survey, i.e., category questions and 
rating questions. The category questions have been included to allow the respondents 
to rank or select the options while rating questions have been included to measure the 
participants' opinion on given statements.
To ensure stable participant responses, Preston and Colman (2000) recommended that 
a 5-point scale should be used to allow respondents to make more differentiation on 
the importance level of the attributes and dimensions. Studies show that people find 
difficulty in placing their point of view on a scale greater than seven; although studies 
are not conclusive in the perfect number, most commonly mentioned are five point 
scales. A five point rating scale has been used to minimise participant mental 
processing and to allow for the inclusion of a neutral answer where the participant may 
be unsure or has no strong feeling. However, it is sometimes beneficial to deliberately 
introduce a negatively phrased question in amongst positively phrased questions to 
ensure that the participant is forced to read and consider each question carefully. 
However, in this instance, it is not preferred as it may confuse the participant and
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discourage them from completing the questionnaire. These points are validated by an 
expert panel. In this survey, respondents are asked to express their opinions and five 
questions used a 5-point Likert scale. Questions 14, 20 and 23 used the scale ranging 
from 'Strongly Agree', 'Agree', Neutral', 'Disagree' to 'Strongly Disagree'. Questions 18 
and 19 adopted the scale from 'Always', 'Qften', 'Sometimes', 'Rarely' to 'Never'. 
However, Questions 10,11,15,17, 21 and 22 required respondents to check only one of 
the multiple answers. Questions 12 and 13 asked respondents to rank all options, e.g., 1 
as the most preferred and 3 as the least preferred. Additionally, respondents needed to 
give the percentages of three options, i.e., classroom training, on-the-job training and 
computer-based training, which totalled 100 percent in Question 16 while they could 
write comments in Question 24.
An advantage of using category and rating questions is that they can be pre-coded to 
aid analysis. For example, using the 5-point Likert scale, the answers can be coded as: 
Strongly Agree = 5; Agree = 4; Neutral = 3; Disagree = 2; Strongly Disagree = 1. By 
coding questions, a total score for a construct can be computed and correlated against 
scores from other constructs to facilitate correlation between constructs. A 5-point 
Likert scale can also be treated as an interval scale such that several items (questions) 
can be added together to create an overall score. The category questions included in 
the questionnaire is normally considered ranked ordinal data; however, when such 
questions are coded they can be analysed as though they are numerical interval data.
Questions in this survey were designed specifically to seek data related to the stated 
research aims and research questions. The research aims and research questions with 
the corresponding survey questions are listed as follows:
Demographic Information
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Questions i  to 9. Details of the property are explored, i.e., number of guestrooms, 
number of full-time employees, average room rate and categories of the property 
(according to Forbes Travel Guide). Respondents' profiles are also obtained, i.e., 
position, gender, highest education level, length of service in the hotel industry and age.
Aim u
Qbjective a - Questions 10,11,14,15. Detail of staff training hours in the hotel is explored 
and whether there is a minimum number of training hours assigned for every employee 
per year is investigated. Hotel current training practices and the proportion of training 
budget are explored.
Qbjective b - Questions 14,16. Hotel current training practices is explored. Percentage 
of training methods currently adopted at the hotel is explored.
Qbjective c - Question 12. Preferences on training approaches from the respondents' 
opinions are investigated.)
Qbjective d - Question 13. Factors when considering the training method to be used are 
examined.)
Aim q
Qbjective a - Questions 17,18,19. Frequency of computer-based training for specific 
departments is explored and the use of computer-based training according to different 
level, i.e., rank-and-file staff, supervisors as well as managers, is researched.
Qbjective b - Question 23. Factors that prevent employees/managers from using or 
considering computer-based training are investigated.
Qbjective c - Questions 20,21,22. Impacts of computer-based training, intention of 
implementing computer-based training and the proposed training budget allocated to 
computer-based training are explored.
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The statements in the questionnaire originated from the concepts in the literature 
review, the explanations of which are as follows:
Construct Question Author(s) Concept(s)
Training
hours
10-11 Business Week (1994) Assigned minimum yearly 
training hours per employee
Training
approach
preference
12 Joinson (1995); Perdue, 
Ninemeir & Woods (2002); 
Schmidt (2007); Poulston
(2008); Chang, Gong & 
Shum (2011)
Preferences for training 
approaches at 
department/hotel level
Training
methods
13 Sims (1990) Factors when considering 
training method to be used
Training
status
Harris (1995); Tracey & 
Cardenas (1996); Read & 
Kleiner (1996); Tas, 
LaBrecque & Clayton
(1996); Farrell (2000); 
van Zolingen et al. (2000); 
Zhang, Lam & Bauer 
(2001); Galvin (2003);
Pratten (2003); Maxwell, 
Watson & Quail (2004);
Abeysekera (2006); 
Schmidt (2007); Poulston
Classroom training 
Qn-the-job training 
CBT
Presence of facilitator 
Frequency of training by 
levels
Difference in training 
methods by levels 
Technologically behind in 
training
Training reputation
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(2008) CBT reputation
Training
budget
15 Conrade et al. (1994);
B re iter & Woods (1997); 
Saranow(20o6); Ruiz 
(2006); Yang & Cherry 
(2008); Kline & Harris 
(2008)
Proportion of training 
budget in total payroll
Training
methods
16 Harris (1995); Lee (1997); de 
Jong & Versloot (1999); 
Harris & Bonn (2000); 
Farrell (2000); van Zolingen 
et al. (2000); Rowden & 
Conine Jr. (2003); Bassett 
(2006); Kalargyrou, Robert 
& Woods (2011)
Classroom training 
On-the-job training 
CBT
CBT 17-18 Law and Lau (2000); Wong 
& Kwan (2001); Law & 
Jogaratnam (2005)
Frequency of CBT usage by 
departments
CBT 19 Harris (1995); Li (2005) Frequency of CBT usage by 
levels
Impact of 
CBT
20 Perry (1970); Friend & Cole 
(1990); Farr & Psotka 
(1992); Laurillard (1993); 
Hird (1997); Mattila (1997); 
Shundich (1997); Landen
Technical impact 
Investment on CBT 
Mean of consistent training 
Mean of training evaluation 
Mean of effective training
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(1997); Vinten (2000); 
Harris & Bonn (2000); 
Anonymous (2002); 
Schmidt (2007); Magnini 
(2009); Julin & Ejiskov 
(2009); Downey & 
Zeltmann (2009)
Presence of facilitator 
Attitude towards CBT 
Competency in technology
CBT
investment
21-22 Cho & Olsen (1998); Suen & 
Law (2001)
Investment
Percentage of CBT budget
CBT
barriers
23 Harris & West (1993); Harris
(1995); Hubert, Verteeten & 
Combrink (1996); Law & Au
(1997); Mandelbaum (1997); 
Barrows (2000); Law & Lau 
(2000); Watkins (2000); 
Olsen & Connolly (2000); 
Suen & Law (2001); Suen & 
Law (2001); Beeton & 
Graetz (2001); Lashley & 
Rowson (2003); Harris 
(2007); Kline & Harris 
(2008); Ali & Magalhaes 
(2008); Karadag, 
Cobanoglu & Dickinson
(2009)
Cost of hardware/equipment 
Cost of software 
purchase/upgrade 
Support from IT department 
IT competency 
Acceptance from staff 
Availability of software 
IT trend 
Training time 
Preference over CBT 
Life span of technology 
Hotel training culture 
Training materials by Head 
Office
Table 3.5 Concepts o f Literature Review for Questions of Questionnaire
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3-8 Data Analysis
Sekaran (2003) stated that the main objectives of the data analysis are to acquire 
evidence about the effectiveness of the chosen scale, to ensure the appropriate coding 
of data and to test the goodness of data in terms of reliability and validity of the 
measurement. Cross-tabulation, descriptive statistics, ANOVA, z-value, logistic 
regression and factor analysis were adopted in this research to designated questions. 
The term 'factor analysis' encompasses a variety of different but related techniques, i.e., 
principal components analysis and factor analysis. Factor analysis was adopted in this 
research as factors could be estimated using a mathematical method and the shared 
variance was analysed. A theoretical solution uncontaminated by unique and error 
variability was expected, which is why factor analysis was preferred in this study over 
principal components analysis. Factor analysis can provide a better understanding of 
the underlying structure of the data collected. In addition, it helps to narrow down the 
original attributes into smaller factors. According to Hair, Jr. et al. (1998), factor 
analysis can find a way to condense or summarise the information contained in the 
original variables into a smaller set of new, composite dimensions or factors with a 
minimum loss of information. Pallant (2005) addressed the difference between 
exploratory factor analysis and confirmatory factor analysis, while exploratory factor 
analysis was adopted in this research so as to gather information about the 
interrelationships among a set of variables. Principal components analysis is a basic 
component of factor analysis in SPSS software; hence, when reduction is executed, 
principal components analysis is also included with factor analysis. From the literature 
review, four factors were found when decision makers considered whether or not they 
used computer-based training in their hotels, i.e., 1) management aspect, 2) hotel 
resources, 3) employee aspect as well as 4) computer adoption. Hence, this is compared 
in this study by using Hong Kong hotels as the sample. In this research, factors were
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evaluated and analysed for Question 23: the factors preventing the consideration/use of 
computer-based training in Hong Kong hotels.
Several stages are involved in the factor analysis decision. Firstly, the objective of the 
factor analysis is to identify representative variables from a much larger set of variables 
for use in subsequent multivariate analysis without jeopardising the nature and 
character of the original variables. Secondly, the data reduction relies on the factor 
loadings of each variable to the factors. A variable with factor loading equals to or 
greater than .50 is considered the total variance and derives factors that contain small 
propositions of unique variance and error variance. Correlation matrix is also used to 
analyse inter-correlation of the variables. Only variables with Eigenvalue greater than 1 
are considered significant and would be extracted for retention and interpretation. 
Fourthly, the orthogonal rotation method, in which the axes are maintained at 90 
degrees, with the VARIMAX criterion approach is employed to facilitate interpretation 
of the results. The VARIMAX method has been very commonly used and proved very 
successful as an analysis approach to obtain an orthogonal rotation of factors (Hair, Jr. 
et al., 1998). A factor rotation is therefore chosen since initial factors are often very 
difficult to interpret. In this study, the orthogonal rotation is chosen. Two criteria for 
the significance of factor loadings are required to specify in the sixth stage. The first 
one is the defined practical significant level of the loadings. The second is the 
assessment of statistical significance of the extracted factors. As a rule of thumb, the 
magnitudes of loadings greater than .50 are considered significant in the study, and the 
larger the absolute size of the factor loading, the more important the loading in 
interpreting the factor matrix (Hair et al., 1995). Since a factor loading representing the 
correlation coefficients was required for significant interpretation of the loadings, the 
use of a .05 significant level is set in the study.
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As well as factor analysis, a descriptive statistical method, such as distribution analysis, 
was used to analyse the data in this research. Descriptive statistics were calculated, 
including frequencies, percentages, measures of central tendency (i.e. means) and 
measures of variability (standard deviation). In addition, ANOVA was also used in this 
research to check the relationship between independent variable(s) and dependent 
variable(s) (Hair, Jr. et al., 2010). Test of significant differences were also executed for 
analysis to draw inferences about the population tested and to compare the means of 
the two aspects in question. The results with the related comments are presented in the 
following chapter. Meanwhile, in statistics, a standard score indicates how many 
standard deviations an observation or datum is above or below the mean. It is a 
dimensionless quantity derived by subtracting the population mean from an individual 
raw score and then dividing the difference by the population standard deviation. This 
conversion process is called standardising or normalising; however, "normalising" can 
refer to many types of ratios (See normalisation (statistics) for more). Standard scores 
are also called z-values; the use of "Z" is because the normal distribution is also known 
as the "Z distribution". They are most frequently used to compare a sample to a 
standard normal deviate, though they can be defined without assumptions of normality. 
In addition, logistic regression allows models to be tested in order to predict categorical 
outcomes with two or more categories. All of the information and data gathered 
through the survey instrument were analysed using the Statistical Package for Social 
Science Version 17.0 (SPSS) statistical package because of its flexibility in handling 
multivariate data generated.
3.9 Limitations of Methodology
All research presents limitations which seem to be unavoidable. This, however, may 
suggest an opportunity for further research. Gay and Diehl (1992) stated that a
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limitation is some aspect of a study that the researcher knows may negatively affect 
the results or generalisability of the results but over which he or she probably has no 
control, while Creswell (1994) explained a limitation as a potential weakness in the 
design of the study. Limitations of this survey are as follows:
1. The utilisation of a questionnaire as the sole instrument to undertake the research.
2. The researcher cannot ensure the focus of respondents when answering the 
questionnaire and it is fully dependent on the willingness and ability of the 
respondents.
3. There are many reasons why people are reluctant or refuse to cooperate, including 
lack of time or incentive, or they consider the research a waste of their valuable 
time. This is generally the case in the Hong Kong hotel industry and the reason why 
the response rate is very low. —
4. Owing to the constraint of cost and time, the samples only included General 
Manager/Hotel/Resident Manager, Director of Human Resources/Human Resources 
Manager, Training Manager as well as a few Department Heads. If supervisors and 
rank-and-file employees were also included, comparisons would be more 
comprehensive with better visions from different levels about the adoption of 
computer-based training.
5. The use of computer-based training in the hotels that responded in this survey is the 
focus of this study because of the low response rate; hence, the findings may not be 
generalisable to other hotels in Hong Kong outside of those which are also included 
as a part of the study but from whom no response is received.
6. The questionnaires are sent to the respondents for each hotel who may not be 
aware of nor interested in the training methods mentioned in this study, e.g., 
computer-based training, on-the-job training and classroom training.
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7- The participants selected to receive the questionnaire may have changed positions 
or may no longer be associated with the hotels.
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Chapter Four Analysis of the Data and Findings
4.1 Introduction
This chapter includes the findings of the study. The survey instrument is sent to 108 
hotels in Hong Kong which are listed in the Hong Kong Hotels Association. Seven 
questionnaires are sent to each hotel and 145 responses are received which represents 
a 19.18 percent response rate. Each questionnaire is checked by the researcher and 
then all data are inputted manually by the researcher into the computer programme 
Statistical Package for the Social Sciences (SPSS). Each answer is verified through a 
manual process to confirm if there are any missing answers.
Descriptive, logistic regression, factor analysis and ANOVA are adopted as statistical 
techniques in this study. This chapter presents the results of the research and is 
organised according to each objective.
4.2 Descriptive Statistics
43.4 percent of the participating hotels have 250 to 499 guestrooms, 28.3 percent have 
500 to 749 rooms, 23.4 percent have more than 750 rooms while only 4.8 percent have 
less than 250 rooms. 32.4 percent of the participating hotels have an average room rate 
(APR) of HK$i,ooo to H K $ i ,999 , 24.1 percent have less than HK$i,ooo, 20.7 percent 
have H K $2,ooo to HK$2,999, 17.9 percent have more than HK$4,ooo and only 4.8 
percent have an ARR of HK$3,ooo to HK$3,999. 30.3 percent of the participating hotels 
have staff of 1 to 249, 24.8 percent have 250 to 499, 24.8 percent have 750 to 999,18.6 
percent have 500 to 749 while only 1.4 perecent have more than 1,000. The figures in 
this research do not include part-time staff, casual staff or hotel trainees. 33.1 percent 
are 4-star hotels, 31.0 percent are 5-star hotels, 24.8 percent are 3-star hotels while only 
9.0 percent and 2.1 percent are 1- and 2-star hotels respectively.
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Meanwhile, 48.3 percent of participants are Operational Managers (i.e. Department 
Heads such as Coffee Shop Manager, Reception Manager, etc.) 13.1 percent are 
Directors of Human Resources or Human Resources Managers and another 13.1 percent 
are Training Managers/Assistant Training Managers, 6.2 percent are General Managers 
while 3.4 percent are Hotel Managers/Resident Managers. 15.9 percent hold other 
positions (e.g. Assistant Housekeeper, Kitchen Manager, Chief Engineer, Director of 
Events, Financial Controller, Spa Manager, etc.). 61.4 percent of participants are male 
while 38.6 percent are female. More than half of the participants have university level 
education (31.0 percent are degree holders; 23.4 percent have master degrees or 
above), 27.6 percent have diploma or higher diploma level education, 9.7 percent have 
certificate level education while 8.3 percent have only secondary school level education.
33.8 percent of participants have worked in the hotel industry for 16 years or more, 21.4 
percent 11 to 15 years, 29.7 percent 6 to 10 years, 14.5 percent 1 to 5 years while 0.7 
percent have worked for less than a year. Finally, more than half of the participants 
(51.0 percent) are aged 31 to 40 years, 39.3 percent are 41 to 50, 6.2 percent are 51 or 
above while 3.4 percent are between 21 and 30.
4.3 Analysis of Aim 4 - To explore the training practices in the Hong Kong hotel 
industry
Objective a; To investigate the current scale of training in Hong Kong hotels 
Qio-11 Assigned minimum vearlv training hours (Descriptive)
57.9 percent of participants indicate that minimum yearly training hours for staff are 
assigned to their employees while 42.1 percent of respondents claim there are no 
minimum yearly training hours for hotel staff. There is no clear norm implied based on 
number of guestrooms, average room rate, number of staff and star level.
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Guestroom * Min Trg Hr Crosstabulation
Min Trg Hr
Yes No Total
Guestroom less than 250 Count
Expected Count 
% within Guestroom  
% within Min Trg Hr 
% of Total
2
4.1
28.6%
2.4%
1.4%
5
2.9
71.4%
8.2%
3.4%
7
7.0
100.0%
4.8%
4.8%
250-499 Count
Expected Count 
% within Guestroom  
% within Min Trg Hr 
% of Total
39
36.5
61.9%
46.4%
26.9%
24
26.5
38.1%
39.3%
16.6%
63
63.0
100.0%
43.4%
43.4%
500-749 Count
Expected Count 
% within Guestroom 
% within Min Trg Hr 
% of Total
23
23.8
56.1%
27.4%
15.9%
18
17.2
43.9%
29.5%
12.4%
41
41.0
100.0%
28.3%
28.3%
750 or more Count
Expected Count 
% within Guestroom  
% within Min Trg Hr 
% of Total
20
19.7
58.8%
23.8%
13.8%
14
14.3
41.2%
23.0%
9.7%
34
34.0
100.0%
23.4%
23.4%
Total Count
Expected Count 
% within Guestroom  
% within Min Trg Hr 
% of Total
84
84.0
57.9%
100.0%
57.9%
61
61.0
42.1%
100.0%
42.1%
145
145.0
100.0%
100.0%
100.0%
Table 4 .1 Crosstabulation between M inim um Training Hour and Number o f Guestroom
In terms of number of guestrooms, groups '250 to 499', '500 to 749' and '750 or more' 
include more hotels which have assigned minimum yearly training hours for staff than 
hotels which do not have minimum training hours except the group 'less than 250'. This 
may imply that the greater the number of guestrooms, the greater the need for setting 
up minimum yearly training hours for hotel staff.
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ARR* Min Trg Hr Crosstabulation
Min Trq Hr
Yes No Total
ARR less than HK$1,000 Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
10
20.3
28.6%
11.9%
6.9%
25
14.7
71.4%
41.0%
17.2%
35
35.0
100.0%
24.1%
24.1%
H K $1,000-H K $1,999 Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
38
27.2
80.9%
45.2%
26.2%
9
19.8
19.1%
14.8%
6.2%
47
47.0
100.0%
32.4%
32.4%
HK$2,000 - HK$2,999 Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
13
17.4
43.3%
15.5%
9.0%
17
12.6
56.7%
27.9%
11.7%
30
30.0
100.0%
20.7%
20.7%
HK$3,000 - HK$3,999 Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
5
4.1
71.4%
6.0%
3.4%
2
2.9
28.6%
3.3%
1.4%
7
7.0
100.0%
4.8%
4.8%
HK$4,000 or more Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
18
15.1
69.2%
21.4%
12.4%
8
10.9
30.8%
13.1%
5.5%
26
26.0
100.0%
17.9%
17.9%
Total Count
Expected Count 
% within ARR 
% within Min Trg Hr 
% of Total
84
84.0
57.9%
100.0%
57.9%
61
61.0
42.1%
100.0%
42.1%
145
145.0
100.0%
100.0%
100.0%
Table 4 .2 Crosstabulation between Minimum Training Hour and Average Room Rate
In terms of average room rate, the groups 'HK$i,ooo to HK$i,99g', 'HK$3,ooo to 
HK$3,999' and 'HK$4,ooo or more' include more hotels which have assigned minimum 
yearly training hours for staff than hotels which do not have minimum training hours 
except the group 'less than HK$i,ooo' as well as 'HK$2,ooo to HK$2,999'.
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s ta f f*  Min Trg Hr Crosstabulation
Min Trg Hr
Yes No Total
staff 1-249 Count 28 16 44
Expected Count 25.5 18.5 44.0
% within Staff 63.6% 36.4% 100 .0%
% within Min Trg Hr 33.3% 26.2% 30.3%
% of Total 19.3% 11 .0% 30.3%
250-499 Count 20 16 36
Expected Count 20.9 15.1 36.0
% within Staff 55.6% 44.4% 100 .0 %
% within Min Trg Hr 23.8% 26.2% 24.8%
% of Total 13.8% 11 .0% 24.8%
500-749 Count 14 13 27
Expected Count 15.6 11.4 27.0
% within Staff 51.9% 48.1% 100 .0%
% within Min Trg Hr 16.7% 21.3% 18.6%
% of Total 9.7% 9.0% 18.6%
750-999 Count 21 15 36
Expected Count 20.9 15.1 36.0
% within Staff 58.3% 41.7% 100 .0%
% within Min Trg Hr 25.0% 24.6% 24.8%
% of Total 14.5% 10.3% 24.8%
1000 or more Count 1 1 2
Expected Count 1.2 .8 2.0
% within Staff 50.0% 50.0% 100 .0 %
% within Min Trg Hr 1.2 % 1 .6 % 1.4%
% of Total .7% .7% 1.4%
Total Count 84 61 145
Expected Count 84.0 61.0 145.0
% within Staff 57.9% 42.1% 100 .0%
% within Min Trg Hr 100 .0% 100 .0 % 100 .0 %
% of Total 57.9% 42.1% 100 .0 %
Table 4.3 Crosstabulation between M inimum Training Hour and Num ber o f Staff
In terms of number of staff, all of the groups include more hotels which have assigned 
minimum yearly training hours for staff than hotels which do not have minimum 
training hours except the group '1,000 or more'.
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Category* Min Trg Hr Crosstabulation
M n Trg Hr
TotalYes No
Category Deluxe (5-star) Count 27 18 45
Expected Count 26.1 18.9 45.0
% within Category 60.0% 40.0% 100.0%
% within Min Trg Hr 32.1% 29.5% 31.0%
% of Total 18.6% 12.4% 31.0%
Superior (4-star) Count 26 22 48
Expected Count 27.8 20.2 48.0
% within Category 54.2% 45.8% 100.0%
% within Min Trg Hr 31.0% 36.1% 33.1%
% of Total 17.9% 15.2% 33.1%
First Class (3-star) Count 27 9 36
Expected Count 20.9 15.1 36.0
% within Category 75.0% 25.0% 100.0%
% within Min Trg Hr 32.1% 14.8% 24.8%
% of Total 18.6% 6.2% 24.8%
Moderate (2-star) Count 3 0 3
Expected Count 1.7 1.3 3.0
% within Category 100.0% .0% 100.0%
% within Min Trg Hr 3.6% .0% 2.1%
% of Total 2.1% .0% 2.1%
Economy (1-star) Count 1 12 13
Expected Count 7.5 5.5 13.0
% within Category 7.7% 92.3% 100.0%
% within Min Trg Hr 1.2% 19.7% 9.0%
% of Total .7% 8.3% 9.0%
Total Count 84 61 145
Expected Count 84.0 61.0 145.0
% within Category 57.9% 42.1% 100.0%
% within Min Trg Hr 100.0% 100.0% 100.0%
% of Total 57.9% 42.1% 100.0%
Table 4 .4 Crosstabulation between M inimum Training Hourand Star Level
In terms of category, all of the groups include more hotels which have assigned 
minimum yearly training hours for staff than hotels which do not have minimum 
training hours except the group 'i-star'. This may also imply that the higher the star 
level, the stronger the need for setting up minimum yearly training hours for staff. 
Among the 57.9 percent of participants who indicate that minimum yearly training 
hours for staff are assigned to employees in their hotels, a quarter of the participants 
(25.0 percent) are assigned 41 to 50 training hours for each staff member per year. 16.7
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percent of respondents say the minimum yearly training hours for staff is 51 or more 
while 11.9 percent of participants indicate 1 to 10 hours as their minimum training hours. 
The same percentage of participants (i.e. 15.5 percent in each group) indicates 11 to 20 
hours, 21 to 30 hours and 31 to 40 hours of minimum training hours in their hotels. 
There is also no norm implied based on the number of guestrooms, average room rate, 
number of staff and star level. In terms of number of guestrooms, the majority in the 
group 'less than 250' are assigned to 41 to 50 hours, in the group '250 to 499', they are 
assigned 21 to 30 hours as well as 51 or more hours, in the group '500 to 749', 31 to 40 
hours and in the group '750 or more' 41 to 50 hours. In terms of average room rate, the 
majority in the group 'less than HK$i,ooo' indicate 11 to 20 hours, in the group 
'HK$i,oooto HK$i ,999' 51 or more hours, in the group'HK$2,ooo to HK$2,999' 21 to 30 
hours, in the group 'HK$3,ooo to HK$3,999' 31 to 40 hours and in the group 'HK$4,ooo 
or more' 41 to 50 hours. In terms of number of staff, the majority in the group '1 to 249' 
choose 11 to 20 hours, in the group '250 to 499' 21 to 30 hours, in the group '500 to 749' 
31 to 40 hours, in the group '750 to 999' 41 to 50 hours and in the group '1,000 or more' 1 
to 10 hours. In terms of category, the majority in 5-star hotels choose 41 to 50 hours, in 
4-star hotels 51 or more hours, in 3-star hotels 21 to 30 hours, in 2-star hotels 41 to 50 
hours and in i-star hotels 31 to 40 hours.
Qi 4 Current training practices (Factor Analvsis)
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Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
CT (Classroom Trg) 145 1 5 3.79 .883
CT(OJT) 145 2 5 4.28 .712
CT(CBT) 145 1 4 2.22 .939
CT (Facilitator) 145 2 5 3.75 .862
CT(Sup) 145 2 5 3.28 .991
CT (Mgr) 145 1 5 3.23 1.026
CT (Trg Methods) 145 2 5 4.12 .812
CT (Tech Behind) 145 1 5 2.86 1.093
CT (Gd Reputation on 
Trg)
145 1 5 3.46 .834
CT (Gd Reputation on 
CBT)
145 1 5 2.60 .989
Valid N (listwise) 145
Table 4 .5 Case Summary of Current Training Practices
Tabachnick and Fidell (2001) concede that a smaller sample size (e.g. 150 cases) should 
be sufficient if solutions have several high loading marker variables in factor analysis. 
Stevens (1996) also suggests that the sample size requirements advocated by 
researchers have been decreasing over the years as more research has been done on 
the topic. Some authors suggest that it is not the overall sample size that is of concern 
but rather the ratio of subjects to items. Nunnally (1978) recommends a 10 to 1 ratio: 
that is 10 cases for each item to be factor analysed. Hence, in this study, there are 10 
statements in Question 14 with 145 participants. As a result, the sample size in this 
study is sufficient for using factor analysis.
The second issue to be addressed before conducting factor analysis concerns the 
strength of the inter-correlations among the items. Tabachnick and Fidell (2001) 
recommend an inspection of the correlation matrix for evidence of coefficients greater 
than .30. If few correlations above this level are found, then factor analysis may not be 
appropriate. Two statistical measures are also generated by SPSS to help assess the 
factorability of the data: Bartlett's test of sphericity and the Kaiser-Meyer-Olkin (KMO) 
measure of sampling adequacy (Pallant, 2005). The Bartlett's test of sphericity should 
be significant (p<.05) for the factor analysis to be considered appropriate. The KMO
147
index ranges from o to i  and Kaiser (1974) recommends that values greater than 0.5 are 
barely acceptable; and values between 0.5 and 0.7 are mediocre (Hutcheson & 
Sofroniou, 1999).
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .593
Bartlett's Test of Approx Chi-Square 486.550
Sphericity df 45
Sig. .000
Table 4 .6 KMO and Bartlett's T est for Factor Analysis (Current Training Practices)
In the above table, the KMO index is .593 which indicates a reasonable value for a 
mediocre factor analysis (Hutcheson & Sofroniou, 1999). The Bartlett's test of 
sphericity is significant (p=.ooo<.05) for the factor analysis to be considered appropriate 
in this study.
By using Kaiser's criterion (or the eigenvalue rule), only factors with an eigenvalue of 1.0 
or more are retained for further investigation. The eigenvalue of a factor represents the 
amount of the total variance explained by that factor (Pallant, 2005).
Total Variance Explained
Initial Eiqenvalues Extraction Sums of Squared Loadinqs
Comoonent Total % ofVariance Cumulative % Total % ofVariance Cumulative %
1 2.613 26.132 26.132 2.613 26.132 26.132
2 2.179 21.785 47.917 2.179 21.785 47.917
3 1.375 13.752 61.670 1.375 13.752 61.670
4 1.028 10.280 71.950 1.028 10.280 71.950
5 .779 7.787 79.737
6 .681 6.811 86.548
7 .562 5.625 92.173
8 .414 4.144 96.316
9 .238 2.385 98.701
10 .130 1.299 100.000
Extraction Method; Principal Component Analysis.
Table 4.7  Total Variance Explained for Factor Analysis (Current Training Practices)
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In the above table, four components are with eigenvalues over i.o  and the eigenvalue 
for each component are listed as 2.61, 2.18,1.38 and 1.03. The cumulative percentage 
of the total variance extracted by these factors achieved 71.95 percent which is 
considered satisfactory. It is common to consider a solution that accounts for 60 
percent and in some instances even less of the total variance (Hair et al., 1998).
Component Matrix®
Component
1 2 3 4
CT (Gd Reputation on 
CBT)
-.709 .531
CT (Classroom Trg) .659 .409
CT (Tech Behind) .603 .548
CT (Gd Reputation on 
Trg)
-.545 .482
CT (Trg Methods) .747
CT (Sup) .615 .668
CT (Mgr) .574 .662
C T (CBT) -.432 .555 .476
CT (Facilitator) .752
C T(O JT) .523 -.406
Extraction Method: Principal Component Analysis, 
a. 4 components extracted.
Table 4 .8  Component Matrix for Factor Analysis (Current Training Practices)
Once the number of factors has been determined, the next step is to try to interpret 
them. To assist in this process the factors are 'rotated'. This does not change the 
underlying solution; rather it presents the pattern of loadings in a manner that is easier 
to interpret (Pallant, 2005). According to Tabachnick and Fidell (2001), orthogonal 
rotation results in solutions are easier to interpret and report. The most commonly used 
orthogonal approach is Varimax method which is adopted in this study.
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Rotated Component Matrix®
Com ponent
1 2 3 4
C T (Mgr) .915
CT (Sup) .912
CT (Trg Methods) .635
CT (CBT) .837
C T (Gd Reputation on 
CBT)
.785 .482
C T(O JT) -.557 .426
CT (Gd Reputation on 
Trg)
.821
CT (Tech Behind) -.653 .489
CT (Facilitator) .805
CT (Classroom Trg) .648
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 7 iterations.
Table 4 .9  Rotated Component Matrix for Factor Analysis (Current Training Practices)
The result of the factor analysis after Varimax is shown in the above table. As stated 
previously, Tabachnick and Fidell (2001) conceded that a smaller sample size should be 
sufficient if solutions have several high loading marker variables. Hence, three 
statements are deleted accordingly: 1) On-the-job training is being used most of the 
time; 2) Different training methods should be applied to different levels of staff; and 3) 
My hotel's training is considered technologically behind than other hotels, because of 
cross-loading. After deleting these statements, the table below shows the variables 
with high loading after using Varimax approach again. However, the number of factors 
is changed from four to three after deletion of statements.
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Rotated Component Matrix®
Component
1 2 3
CT (Gd Reputation on 
CBT)
.919
CT (CBT) .792
CT (Gd Reputation on 
Trg)
.620
CT (Sup) .940
CT (Mgr) .939
CT (Facilitator) .844
CT (Classroom Trg) .684
Extraction Method: Principal Component Analysis.
Rotation Method: Varimaxwith Kaiser Normalization.
a. Rotation converged in 4 iterations.
Table 4.10  Rotated Component Matrix a fter Deletion for Factor Analysis (Current Training 
Practices)
Total Variance Explained
Initial Eiqenvalues Extraction Sums of Squared Loadinqs Rotation Sums of Squared Loadinqs
Comoonent Total % ofVariance Cumulative % Total % ofVariance Cumuiative % Total % ofVariance Cumulative %
1 2.302 32.890 32.890 2.302 32.890 32.890 1.999 28.558 28.558
2 1.756 25.083 57.972 1.756 25.083 57.972 1.978 28.263 56.821
3 1.225 17.495 75.468 1.225 17.495 75.468 1.305 18.647 75.468
4 .762 10.892 86.360
5 .561 8.011 94.371
6 261 3.722 98.094
7 .133 1.906 100.000
Extraction Mettiod: Principal Component Analysis.
Table 4.11  Total Variance Explained after Rotation and Deletion for Factor Analysis (Current 
Training Practices)
Three factors identified from the factor analysis are 1) Good Reputation for CBT and 
Training; 2) Training Frequency of Managers and Supervisors; and 3) Presence of 
Facilitator and Classroom Training. These three factors explained 28.56 percent, 28.26 
percent and 18.65 percent respectively of the total variance in the data. The sample is 
considered to be reliable, with Cronbach's Alpha of .707, .916 and .455 for the three 
factors respectively. Ideally, the Cronbach's Alpha coefficient of a scale should be
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above .7. However, Cronbach's Alpha value is quite sensitive to the number of items in 
the scale. With short scales (e.g. scales with fewer than ten items) it is common to find 
quite low Cronbach's Alpha values (e.g. .5). In this case it may be more appropriate to 
report the mean inter-item correlation for the items. Briggs and Cheek (1986) 
recommend an optimal range for the inter-item correlation of .2 to .4 (Pallant, 2005). 
The mean is 2.76, 3.26 and 3.77 for Factor 1, Factor 2 and Factor 3 respectively. This 
implies that Factor 3 is mostly agreed to by the respondents. The second most agreed 
to factor is Factor 2 and the least agreed to is Factor 1.
Factor Name 
(Factor Mean)
Eigen­
value
% of 
Variance
Cumulative
Variance
Cronbach's
Alpha
Factor 1
Good Reputation for CBT and 
Training (2.76)
2.00 28.56% 28.56% .707
Factor 2
Training Frequency of Managers 
and Supervisors (3.26)
1.98 28.26% 56.82% .916
Factor 3
Presence of Facilitator and 
Classroom Training (3.77)
1.31 18.65% 75.47% ■455
Table 4.12  
Remarks
Factor Analysis with Varimax Rotation and Reliability Analysis (N = 145 )
1. Five-point Likert Scale was used for rating the indicators ranging from 1 = Strongly 
Disagree to 5 = Strongly Agree.
2. Statement 'On-the-job training is being used most of the time' was cross-loaded 
and thus deleted.
3. Statement 'Different training methods should be applied to different level of staff' 
was cross-loaded and thus deleted.
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4. Statement 'My hotel's training is considered technologically behind other hotels' 
was cross-loaded and thus deleted.
Qi 4 Current training practices (ANOVA)
ANOVA is adopted to analyse ten statements of the current training practices from 
Question 14 in terms of four different independent variables, i.e., number of 
guestrooms, average room rate, number of staff and star level.
Number of Guestroom
Test of Homogeneity of Variances
Levene
Statistic df1 df2 Siq.
CT (Classroom Trg) 4.788 3 141 .003
CT (OUT) 3.555 3 141 .016
CT (CBT) 11.938 3 141 .000
CT (Facilitator) .406 3 141 .749
CT (Sup) .824 3 141 .483
CT (Mgr) .873 3 141 .457
CT (Trg Methods) 3.598 3 141 .015
CT (Tech Behind) 2.279 3 141 .082
CT (Gd Reputation on 
Trg)
2.952 3 141 .035
CT (Gd Reputation on 
CBT)
2.457 3 141 .065
Table 4.13  
Guestroom)
Test o f Homogeneity o f Variances on Current Training Practices (Num ber o f
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are five factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e., 1) 
Classroom training is being used most of the time (Sig.=oo3); 2) On-the-job training is 
being used most of the time (Sig.=.oi6); 3) CBT is being used most of the time 
(5ig.=.ooo); 4) Different training methods should be applied to different levels of staff 
(Sig.=.oi5); and 5) My hotel possesses a good reputation for training in the hotel
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industry (Sig.=.035). Another five factors have greater than .05 significance value and 
therefore the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 4.488 3 1.496 1.955 .124
Within Groups 107.884 141 .765
Total 112.372 144
CT(OJT) Between Groups 3.036 3 1.012 2.040 .111
Within Groups 69.930 141 .496
Total 72.966 144
CT(CBT) Between Groups 4.405 3 1.468 1.690 .172
Within Groups 122.533 141 .869
Total 126.938 144
CT (Facilitator) Between Groups 1.294 3 .431 .575 .632
Within Groups 105.768 141 .750
Total 107.062 144
CT(Sup) Between Groups 15.132 3 5.044 5.632 .001
Within Groups 126.275 141 .896
Total 141.407 144
CT(Mgr) Between Groups 11.680 3 3.893 3.927 .010
Within Groups 139.809 141 .992
Total 151.490 144
CT (Trg Methods) Between Groups 2.532 3 .844 1287 281
Within Groups 92.475 141 .656
Total 95.007 144
CT (Tech Behind) Between Groups 15.762 3 5.254 4.743 .003
Within Groups 156.196 141 1.108
Total 171.959 144
CT (Gd Reputation on Between Groups 10.246 3 3.415 5.363 .002
Trg) Within Groups 
Total
89.796
100.041
141
144
.637
CT (Gd Reputation on Between Groups 1.499 3 .500 .506 .679
Within Groups 
Total
139.301
140.800
141
144
.988
Table 4.14 ANO VA on Current Training Practices (Num ber o f Guestroom)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the five factors 
which have significance value greater than .05 in the table Test of homogeneity of 
variances', three factors are significantly different, i.e.. Supervisors should have more 
training than rank-and-file staff (Sig.=.001); Managers should have more training than
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supervisory staff (5ig.=.oio) and My hotel's training is considered technologically 
behind other hotels (Sig.=.oo3).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Supervisors should have more training than rank-and-file staff', 
the group '750 or more', which is less, is significantly different from the group '500 to 
749' as well as '250 to 499'. In addition, in 'Managers should have more training than 
supervisory staff', the group '250 to 499', which is greater, is significantly different from 
the group '750 or more'. Furthermore, in 'My hotel's training is considered 
technologically behind other hotels', the group '750 or more', which is less, is 
significantly different from the group '250 to 499' as well as from the group '500 to 749'.
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Robust Tests of Equality of Means
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 1.929 3 25.187 .151
Brown-Forsythe 1.145 3 15.089 .363
CT(OJT) Welch 2.077 3 25.918 .128
Brown-Forsythe 1.577 3 18.292 .229
CT(CBT) Welch 2.554 3 25.791 .077
Brown-Forsythe 1.286 3 20.498 .306
CT (Facilitator) Welch .593 3 26.018 .625
Brown-Forsythe .486 3 28.344 .694
CT (Sup) Welch 5.841 3 27.613 .003
Brown-Forsythe 6.162 3 68.783 .001
CT(Mgr) Welch 4.210 3 26.737 .015
Brown-Forsythe 3.928 3 50.649 .013
CT (Trg Methods) Welch 1.082 3 26.554 .374
Brown-Forsythe 1.260 3 36.163 .302
CT (Tech Behind) Welch 5.143 3 25.619 .006
Brown-Forsythe 3.483 3 21.192 .034
CT (Gd Reputation on Welch 8.899 3 29.772 .000
Trg) Brown-Forsythe 6.533 3 99.514 .000
CT (Gd Reputation on Welch .432 3 25.939 .732
CBT) Brown-Forsythe .404 3 22.804 .752
a. Asymptotically F distributed.
Table 4.15  Robust Tests o f Equality o f Means on Current Training Practices (Num ber o f Guestroom)
There are five factors which have less than .05 significance value and so the assumption 
of homogeneity of variance is violated, i.e., 1) Classroom training is being used most of 
the time (Sig.=oo3); 2) On-the-job training is being used most of the time (Sig.=.oi6); 3) 
CBT is being used most of the time (Sig.=.000); 4) Different training methods should be 
applied to different levels of staff (Sig.=.oi5); and 5) My hotel possesses a good 
reputation for training in the hotel industry (Sig.=.35). As if the assumption of 
homogeneity of variance is violated, the table 'Robust tests of equality of means' is 
referred. The test 'Welch' is adopted and four factors are insignificantly different, i.e., 1) 
Classroom training is being used most of the time (Sig.=.i5i); 2) On-the-job training is 
being used most of the time (Sig.=.i28); 3) CBT is being used most of the time 
(Sig.=.077); and 4) Different training methods should be applied to different levels of 
staff (Sig.=.374). However, there is one factor which has less than .05 in significance
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value, i.e.. My hotel possesses a good reputation for training in the hotel industry 
(Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
Tg. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. Hence, in 'My hotel possesses a good reputation for training in the 
hotel industry', the group '750 or more', which is comparatively greater, is significantly 
different from the group '250 to 499' as well as 'less than 250'. Moreover, the group '500 
to 749', which is greater, is significantly different from the group 'less than 250'.
Average Room Rate
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 2.025 4 140 .094
CT(OJT) 3.638 4 140 .007
CT(CBT) 18.157 4 140 .000
CT (Facilitator) 3.667 4 140 .007
CT(Sup) 1.392 4 140 .240
CT (Mgr) 2.697 4 140 .033
CT (Trg Methods) 10.209 4 140 .000
CT (Tech Behind) 6.853 4 140 .000
CT (Gd Reputation on 
Trg)
7.823 4 140 .000
CT (Gd Reputation on 
CBT)
7.659 4 140 .000
Table 4.16 Test o f Hom ogeneity of Variances on Current Training Practices (Average Room Rate)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are eight factors which have less 
than .05 significance value and so the assumption of homogeneity of variance is 
violated, i.e., 1) On-the-job training is being used most of the time (Sig.=.oo7); 2) CBT is
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being used most of the time (5ig.=.ooo); 3) Instructor/Facilitator should be present in all 
training sessions (Sig.=.ooy); 4) Managers should have more training than supervisory 
staff (Sig.=033); 5) Different training methods should be applied to different levels of 
staff (Sig.=.ooo); 6) My hotel's training is considered technologically behind other 
hotels (Sig.=.ooo); 7) . My hotel possesses a good reputation for training in the hotel 
industry (Sig.=.ooo); and 8) My hotel possesses a good reputation for CBT in the hotel 
industry (Sig.=.000). Another two factors have greater than .05 significance value and 
therefore the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 9.606 4 2.401 3.272 .013
Within Groups 102.767 140 .734
Total 112.372 144
CT(OJT) Between Groups .678 4 .169 .328 .859
Within Groups 72.288 140 .516
Total 72.966 144
CT(CBT) Between Groups 5.573 4 1.393 1.607 .176
Within Groups 121.365 140 .867
Total 126.938 144
CT (Facilitator) Between Groups 2.073 4 .518 .691 .599
Within Groups 104.989 140 .750
Total 107.062 144
CT(Sup) Between Groups 23.197 4 5.799 6.868 .000
Within Groups 118.210 140 .844
Total 141.407 144
CT(Mgr) Between Groups 16.015 4 4.004 4.138 .003
Within Groups 135.474 140 .968
Total 151.490 144
CT(Trg Methods) Between Groups 3.037 4 .759 1.156 .333
Within Groups 91.970 140 .657
Total 95.007 144
CT (Tech Behind) Between Groups 18.814 4 4.704 4.300 .003
Within Groups 153.144 140 1.094
Total 171.959 144
CT (Gd Reputation on Between Groups 20.848 4 5212 9214 .000
Trg) Within Groups 
Total
79.194
100.041
140
144
.566
CT (Gd Reputation on Between Groups 13.615 4 3.404 3.747 .006
Within Groups 
Total
127.185
140.800
140
144
.908
Table 4.17 ANO VA on Current Training Practices (Average Room Rate)
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If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Between the two factors 
which have significance value greater than .05 in the table Test of homogeneity of 
variances', both are significantly different, i.e.. Classroom training is being used most of 
the time (Sig.=.oi3); and Supervisors should have more training than rank-and-file staff 
(Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Classroom training is being used most of the time', the group 
'H K $4 ,ooo or more', which is less, is significantly different from the group 'less than 
HK$i,ooo' as well as the group 'HK$2,ooo to HK$2,99g'. In addition, in 'Supervisors 
should have more training than rank-and-file staff', the group 'HK$4,ooo or more', 
which is less, is significantly different from the other four groups.
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Robust Tests of Equality of Means
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 2.900 4 34.617 .036
Brown-Forsythe 3.085 4 63.997 .022
CT(OJT) Welch .399 4 35.071 .808
Brown-Forsythe .331 4 55.211 .856
CT(CBT) Welch 3.099 4 33.207 .028
Brown-Forsythe 1.887 4 83.760 .120
CT (Facilitator) Welch .731 4 34.864 .577
Brown-Forsythe .663 4 57.369 .620
CT (Sup) Welch 7.821 4 34.613 .000
Brown-Forsythe 6.248 4 48.064 .000
CT (Mgr) Welch 4.721 4 34.714 .004
Brown-Forsythe 3.897 4 54.388 .007
CT (Trg Methods) Welch 1.121 4 34.233 .363
Brown-Forsythe 1.037 4 36.895 .401
CT (Tech Behind) Welch 7.884 4 35.212 .000
Brown-Forsythe 4.409 4 72.238 .003
CT (Gd Reputation on Welch 15.136 4 35.130 .000
Trg) Brown-Forsythe 9.473 4 54.823 .000
CT (Gd Reputation on Welch 4.294 4 34.904 .006
CBT) Brown-Forsythe - 3.939 ---------4 63.817 ------ .006
a. Asymptotically F distributed.
Table 4.18  Robust Tests of Equality o f Means on Current Training Practices (Average Room Rate)
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. The test 'Welch' is adopted and six factors are 
significantly different, i.e., 1) CBT is being used most of the time (Sig.=.028); 2) 
Managers should have more training than supervisory staff (Sig.=.oo4); 3) My hotel's 
training is considered technologically behind other hotels (Sig.=.ooo); 4) My hotel 
possesses a good reputation for training in the hotel industry (Sig.=.000); and 5) My 
hotel possesses a good reputation for CBT in the hotel industry (Sig.=.oo6).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. As a result, in 'CBT is being used most of the time', the group
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'H K $ 4 ,ooo or more', which is comparatively less, is significantly different from the 
group 'HK$i,ooo to HK$i,9gg'. In 'Managers should have more training than 
supervisory staff', the group 'HK$4,ooo or more', which is comparatively less, is 
significantly different from the other four groups. In 'My hotel's training is considered 
technologically behind other hotels', the group 'HK$4,ooo or more', which is 
comparatively less, is significantly different from the group 'less than HK$i,ooo' as well 
as 'HK$i,ooo to HK$i,999. In 'My hotel possesses a good reputation for training in the 
hotel industry', the group 'HK$4,ooo or more', which is comparatively less, is 
significantly different from the group 'less than HK$i,ooo' as well as 'HK$2,ooo to 
HK$2,999. Moreover, the group 'less than HK$i,ooo', which is comparatively less, is 
significantly different from the group 'HK$i,ooo to HK$i,999. Finally, in 'My hotel 
possesses a good reputation for CBT in the hotel industry', the group 'HK$4,ooo or 
more', which is comparatively greater, is significantly different from the group 'less 
than HK$i,ooo'.
Number of Staff
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 1.317 4 140 .267
CT(OJT) 2.162 4 140 .076
CT(CBT) 7.099 4 140 .000
CT (Facilitator) 2.295 4 140 .062
CT (Sup) 1.071 4 140 .373
CT(Mgr) 2.751 4 140 .031
CT (Trg Methods) 5.811 4 140 .000
CT (Tech Behind) 1.400 4 140 .237
CT (Gd Reputation on 
Trg)
1.412 4 140 .233
CT (Gd Reputation on 
CBT)
2.880 4 140 .025
Table 4 .19  Test o f Homogeneity of Variances on Current Training Practices (Num ber o f Staff)
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In the 'Robust tests of equality of means' table, there are three factors for which the 
robust tests of equality of means cannot be performed because at least one group has 
zero variance in these factors.
Robust Tests  o f Equality o f Means*’’' ’'*
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 1.964 4 7.775 .196
Brown-Forsythe 2.515 4 26.389 .065
CT(OJT) Welch .883 4 7.675 .517
Brown-Forsythe .832 4 14.454 .526
CT(CBT) Welch 3.241 4 7.529 .078
Brown-Forsythe 2.235 4 5.170 .197
CT (Facilitator) Welch .855 4 7.750 .530
Brown-Forsythe .850 4 27.852 .506
CT (Sup) Welch 4.123 4 7.809 .043
Brown-Forsythe 5.636 4 34.309 .001
CT(Mgr) Welch
Brown-Forsythe ■ ____ :____
CT (Trg Methods) Welch .159 4 7.518 .953
Brown-Forsythe .133 4 4.280 .962
CT (Tech Behind) Welch
Brown-Forsythe
CT (Gd Reputation on Welch 8.582 4 7.674 .006
Trg) Brown-Forsythe 10.113 4 18.699 .000
CT (Gd Reputation on 
CBT)
Welch
Brown-Forsythe
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for CT (Mgr) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed forCT (Tech Behind) because 
at least one group has 0 variance.
d. Robust tests of equality of means cannot be performed for CT (Gd Reputation on CBT) 
because at least one group has 0 variance.
Table 4 .2 0 Robust Tests o f Equality o f Means on Current Training Practices (Num ber of Staff)
As referred to in Figure 4.1, the group '1000 or more' does not have enough samples for 
ANOVA. Green and Salkind (2003) suggested that a commonly accepted value for a 
moderate sample size is 30. Hence, the group '1000 or more' is combined with the 
group '750 to 999 staff' by Syntax. As a result, four groups are generated and ' i '= 'i  to 
249', '2'='250 to 499', '3'='500 to 749' and '4'=750 or more'.
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500.749233-499
Figure 4.1 Bar Charts of Number o f Staff Distribution
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 1.572 3 141 .199
CT (OJT) 2.762 3 141 .044
CT (CBT) 8.332 3 141 .000
CT (Facilitator) 2.859 3 141 .039
CT (Sup) 1.106 3 141 .349
CT (Mgr) 1.831 3 141 .144
CT (Trg Methods) 6.461 3 141 .000
CT (Tech Behind) .921 3 141 .433
CT (Gd Reputation on 
Trg)
1.898 3 141 .133
CT (Gd Reputation on 
CBT)
2.704 3 141 .048
Table 4.21 Test o f Hom ogeneity o f Variances on Current Training Practices (Num ber o f Staff)
163
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are five factors which have less than .05 
significance value and as a result the assumption of homogeneity of variance is violated, 
i.e., 1) On-the-job training is being used most of the time (Sig.=.044); 2) CBT is being 
used most of the time (Sig.=.ooo); 3) Instructor/Facilitator should be present in all 
training sessions (Sig.=.039); 4) Different training methods should be applied to 
different levels of staff (5ig.=.ooo); and 5) My hotel possesses a good reputation for CBT 
in the hotel industry (Sig.=.048). Another five factors have greater than .05 significance 
value and therefore the assumption of homogeneity of variance is not violated. If the 
significance value is less than or equal to .05, then there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group.
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Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 4.837 3 1.612 2.114 .101
Within Groups 107.535 141 .763
Total 112.372 144
CT(OJT) Between Groups 1.432 3 .477 .941 .423
Within Groups 71.534 141 .507
Total 72.966 144
CT(CBT) Between Groups 10.076 3 3.359 4.052 .008
Within Groups 116.862 141 .829
Total 126.938 144
CT (Facilitator) Between Groups .920 3 .307 .407 .748
Within Groups 106.142 141 .753
Total 107.062 144
CT(Sup) Between Groups 17.078 3 5.693 6.456 .000
Within Groups 124.329 141 .882
Total 141.407 144
CT(Mgr) Between Groups 14.373 3 4.791 4.927 .003
Within Groups 137.117 141 .972
Total 151.490 144
CT (Trg Mettiods) Between Groups .533 3 .178 265 .850
Within Groups 94.474 141 .670
Total 95.007 144
CT (Tech Behind) Between Groups 16.191 3 5.397 4.885 .003
Within Groups 155.767 141 1.105
Total 171.959 144
CT (Gd Reputation on Between Groups 22.075 3 7.358 13.308 .000
Trg) Within Groups 
Total
77.966
100.041
141
144
.553
CT (Gd Reputation on Between Groups 3.352 3 1.117 1.146 .333
CBT) Within Groups 
Total
137.448
140.800
141
144
.975
Table 4 .2 2 ANO VA on Current T raining Practices (Num ber of Staff)
Among five factors which have significance value greater than .05 in the table Test of 
homogeneity of variances', four factors are significantly different, i.e., 1) Supervisors 
should have more training than rank-and-file staff (Sig.=.ooo); 2) Managers should have 
more training than supervisory staff (Sig.=.oo3); 3) My hotel's training is considered 
technologically behind other hotels (Sig.=.oo3); and 4) My hotel possesses a good 
reputation for training in the hotel industry (Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc tests. In the 
column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values listed, 
this means that the two groups being compared are significantly different from one
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another. Firstly, in 'Supervisors should have more training than rank-and-file staff', the 
group '750 or more', which is comparatively less, is significantly different from the 
group '1 to 249' and the group '250 to 499'. Secondly, in 'Managers should have more 
training than supervisory staff', the group '750 or more', which is comparatively less, is 
significantly different from the group '250 to 499'. Thirdly, in 'My hotel's training is 
considered technologically behind other hotels', the group '750 or more', which is 
comparatively less, is significantly different from the group '1 to 249' and the group '250 
to 499'. Finally, in 'My hotel possesses a good reputation for training in the hotel 
industry', the group '750 or more', which is comparatively greater, is significantly 
different from the group '250 to 499' and the group '1 to 249'. In addition, the group 
'500 to 749', which is comparatively greater, is significantly different from the group 
'250 to 499'and the group'1 to 249'.
Robust Tests o f Equality of M eans
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 2.161 3 74.753 .100
Brown-Forsythe 2.168 3 135.900 .095
CT (OJT) Welch 1.313 3 75.569 .276
Brown-Forsythe .997 3 134.878 .396
CT(CBT) Welch 5.170 3 70.549 .003
Brown-Forsythe 3.922 3 111.464 .011
CT (Facilitator) Welch .482 3 71.788 .696
Brown-Forsythe .391 3 117.901 .760
CT(Sup) Welch 6.306 3 72.323 .001
Brown-Forsythe 6.260 3 122.913 .001
CT (Mgr) Welch 5.017 3 71.916 .003
Brown-Forsythe 4.713 3 116.240 .004
CT (Trg Methods) Welch .267 3 70.585 .849
Brown-Forsythe .247 3 97.478 .863
CT (Tech Behind) Welch 5.058 3 72.669 .003
Brown-Forsythe 4.746 3 122.639 .004
CT (Gd Reputation on Welch 13.627 3 71.534 .000
Trg) Brown-Forsythe 12.566 3 110.360 .000
CT (Gd Reputation on Welch 1.071 3 71.480 .367
CBT) Brown-Forsythe 1.084 3 109.141 .359
a. Asymptotically F distributed.
Table 4.23  Robust Tests of Equality of Means on Current Training Practices (Num ber of Staff)
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There are five factors which have less than .05 significance value and as a result the 
assumption of homogeneity of variance is violated, i.e., 1) On-the-job training is being 
used most of the time (Sig.=.044); 2) CBT is being used most of the time (Sig.=.ooo); 3) 
Instructor/Facilitator should be present in all training sessions (Sig.=.039); 4) Different 
training methods should be applied to different levels of staff (Sig.=.ooo); and 5) My 
hotel possesses a good reputation for CBT in the hotel industry (Sig.=.048). As if the 
assumption of homogeneity of variance is violated, the table 'Robust tests of equality 
of means' is referred. The test 'Welch' is referred and the factor 'CBT is being used most 
of the time' is significantly different (Sig.=.oo3).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. As a result, in 'CBT is being used most of the time', the group '1 to 
249', which is comparatively greater, is significantly different from the group '750 or 
more'.
Star Level
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 4.889 4 140 .001
CT (OJT) 4.792 4 140 .001
CT (CBT) 5.233 4 140 .001
CT (Facilitator) 1.236 4 140 .299
CT (Sup) 2.399 4 140 .053
CT (Mgr) 1.789 4 140 .134
CT (Trg Methods) 3.962 4 140 .004
CT (Tech Behind) 6.054 4 140 .000
CT (Gd Reputation on 
Trg)
4.806 4 140 .001
CT (Gd Reputation on 
CBT)
5.719 4 140 .000
Table 4 .2 4  Test o f Homogeneity o f Variances on Current Training Practices (Star Level)
In the table 'Robust tests of equality of means', there are two factors for which the 
robust tests of equality of means cannot be performed because at least one group has 
zero variance.
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Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 13.675 4 3.419 4.849 .001
Within Groups 98.697 140 .705
Total 112.372 144
CT(OJT) Between Groups 3.359 4 .840 1.689 .156
Within Groups 69.606 140 .497
Total 72.966 144
CT(CBT) Between Groups 19.061 4 4.765 6.184 .000
Within Groups 107.877 140 .771
Totai 126.938 144
CT (Facilitator) Between Groups 8.842 4 2210 3.151 .016
Within Groups 98.220 140 .702
Total 107.062 144
CT(Sup) Between Groups 27.148 4 6.787 8.316 .000
Within Groups 114.259 140 .816
Totai 141.407 144
CT(Mgr) Between Groups 21.163 4 5.291 5.684 .000
Within Groups 130.326 140 .931
Totai 151.490 144
CT (Trg Methods) Between Groups 2.993 4 .748 1.139 .341
Within Groups 92.014 140 .657
Total 95.007 144
CT (Tech Behind) Between Groups 21.677 4 5.419 5.048 .001
Within Groups 150.282 140 1.073
Totai 171.959 144
CT (Gd Reputation on Between Groups 24.337 4 6.084 11251 .000
Trg) Within Groups 
Total
75.705
100.041
140
144
.541
CT (Gd Reputation on Between Groups 25.164 4 6.291 7.617 .000
Within Groups 
Total
115.636
140.800
140
144
.826
Table 4-25 ANO VA on Current Training Practices (Star Level)
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Robust Tests of Equality of Means*’-'
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 5.236 4 13.552 .009
Brown-Forsythe 2.307 4 3.893 .223
CT(OJT) Welch .557 4 13.394 .697
Brown-Forsythe .948 4 4.782 .509
CT(CBT) Welch
Brown-Forsythe
CT (Facilitator) Welch 2.521 4 13.481 .090
Brown-Forsythe 2.765 4 18.799 .058
CT(Sup) Welch 7.021 4 13.823 .003
Brown-Forsythe 8.704 4 18.868 .000
CT (Mgr) Welch 4.540 4 13.877 .015
Brown-Forsythe 6.178 4 22.283 .002
CT (Trg Methods) Welch .960 4 13.971 .460
Brown-Forsythe 1.230 4 53.633 .309
CT (Tech Behind) Welch 5.649 4 13.420 .007
Brown-Forsythe 4.020 4 28.306 .011
CT (Gd Reputation on Welch
Trg) Brown-Forsythe
CT (Gd Reputation on Welch 7.464 4 14.034 .002
CBT) Brown-Forsythe 7.948 4 53.894 .000
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for CT (CBT) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed forCT (Gd Reputation on Trg) 
because at least one group has 0 variance.
Table 4 .2 6  Robust Tests of Equality o f Means on Current Training Practices (Star Level)
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Dstae (5-star) S iferh f { 4-: Frst Class (3-star)
Category
Figure 4.2 Bar Charts of Star Level Distribution
As referred to in Figure 4.2, the group 'Moderate (2-star)' as well as 'Economy (i-star)' 
have insufficient samples to run ANOVA so that this is the cause. It is not feasible 
merely to combine 'i-star' and '2-star' as there are still insufficient samples and the 
problem is still not resolved; hence, these two groups are combined with the group '3- 
star' by Syntax. As a result, three groups are generated; '3'='! to 3 star', '4'='4-star' and 
'5'='5-star'.
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 5.348 2 142 .006
CT (OJT) 3.666 2 142 .028
CT(CBT) 3.251 2 142 .042
CT (Facilitator) .187 2 142 .829
CT (Sup) 6.428 2 142 .002
CT (Mgr) 3.498 2 142 .033
CT (Trg Methods) .572 2 142 .566
CT (Tech Behind) 8.315 2 142 .000
CT (Gd Reputation on 
Trg)
3.861 2 142 .023
CT (Gd Reputation on 
CBT)
.650 2 142 .524
Table 4.27 Test o f Hom ogeneity o f Variances on Current Training Practices (Star Level)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are seven factors which have less 
than .05 significance value and so the assumption of homogeneity of variance is 
violated, i.e., 1) Classroom training is being used most of the time (Sig.=.oo6); 2) On- 
the-job training is being used most of the time (Sig.=.028); 3) CBT is being used most of 
the time (Sig.=.042); 4) Supervisors should have more training than rank-and-file staff 
(Sig.=oo2); 5) Managers should have more training than supervisory staff (Sig.=.033); 6) 
My hotel's training is considered technologically behind other hotels (Sig.=.ooo) and; 7) 
My hotel possesses a good reputation for training in the hotel industry (Sig.=.023). 
Another three factors have greater than .05 significance value and therefore the 
assumption of homogeneity of variance is not violated.
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Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 9.917 2 4.958 6.872 .001
Within Groups 102.456 142 .722
Total 112.372 144
CT(OJT) Between Groups 2.834 2 1.417 2.869 .060
Within Groups 70.131 142 .494
Total 72.966 144
CT(CBT) Between Groups 18.822 2 9.411 12.361 .000
Within Groups 108.116 142 .761
Total 126.938 144
CT (Facilitator) Between Groups 1.819 2 .910 1.227 .296
Within Groups 105.243 142 .741
Total 107.062 144
CT(Sup) Between Groups 1.595 2 .798 .810 .447
Within Groups 139.812 142 .985
Total 141.407 144
CT(Mgr) Between Groups 1.961 2 .980 .931 .397
Within Groups 149.529 142 1.053
Total 151.490 144
CT (Trg Methods) Between Groups 2.672 2 1.336 2.054 .132
Within Groups 92.335 142 .650
Total 95.007 144
CT (Tech Behind) Between Groups 4.941 2 2.471 2.101 .126
Within Groups 167.017 142 1.176
Total 171.959 144
CT (Gd Reputation on Between Groups 6.256 2 3.128 4.736 .010
Trg) Within Groups 
Total
93.785
100.041
142
144
.660
CT (Gd Reputation on Between Groups 13.039 2 6.519 7.246 .001
Within Groups 
Total
127.761
140.800
142
144
.900
Table 4 .2 8 ANOVA on Current Training Practices (Star Level)
If the significance value is less than or equal to .05, then there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the three factors 
which have significance value greater than .05 in the table Test of homogeneity of 
variances', one factor is significantly different, i.e.. My hotel possesses a good 
reputation for CBT in the hotel industry (Sig.=ooi).
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Robust Tests of Equality of Means**’'
\
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 9.093 2 4.853 .023
Brown-Forsythe 2.171 2 2.315 .294
CT(OJT) Welch .707 2 4.805 .538
Brown-Forsythe 1.102 2 2.530 .453
CT(CBT) Welch
Brown-Forsythe
CT (Facilitator) Welch .811 2 4.804 .497
Brown-Forsythe 1.013 2 6.143 .417
CT(Sup) Welch .728 2 5.007 .528
Brown-Forsythe 1.123 2 4.134 .408
CT(Mgr) Welch .906 2 5.012 .461
Brown-Forsythe 1.339 2 4.370 .352
CT (Trg Methods) Welch 1.722 2 5.014 .270
Brown-Forsythe 2.513 2 12.531 .121
CT (Tech Behind) Welch 1.384 2 4.804 .335
Brown-Forsythe 1.381 2 12.880 .286
CT (Gd Reputation on Welch
Trg) Brown-Forsythe
CT (Gd Reputation on Welch 6.184 2 5.122 .043
CBT) Brown-Forsythe 8.446 2 15.085 .003
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for CT (CBT) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed forCT (Gd Reputation on Trg) 
because at least one group has 0 variance.
Table 4 .2 9 Robust Tests of Equality o f Means on Current Training Practices (Star Level)
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple Comparisons' which gives the results of the post-hoc tests. In the 
column labelled 'Mean Difference', if there is an asterisk (*) next to the values listed, 
this means that the two groups being compared are significantly different from one 
another. However, the 'Robust tests of equality of means'test cannot be performed for 
two of the statements; and combining the existing three groups into two groups is not 
practical for comparison in this study. Hence, this is regarded as a limitation of this 
study.
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Hotels with 250 to 499 and 500 to 749 guestrooms agreed that supervisors should have 
more training than rank-and-file staff; and managers should have more training than 
supervisors compared to hotels with 750 or more guestrooms. In addition, hotels with 
250 to 499 and 500 to 749 guestrooms agreed that training in these hotels is considered 
technologically behind training in other hotels while hotels with 750 or more 
guestrooms believed that they could follow the trends in technology training. Hotels 
with 500 to 749 and 750 or more guestrooms agreed that they possess a better 
reputation for training in the hotel industry than hotels with 1 to 249 and 250 to 499 
guestrooms.
Hotels with an ARR less than $1,000 and $2,000 to $2,999 agreed that classroom 
training is being used most of the time but hotels with an ARR $4,000 or more 
disagreed. Hotels with an ARR $1,000 to $1,999 believed CBT is used most of the time 
while hotels with an ARR $4,000 or more disagreed. All hotels, except hotels with an 
ARR $4,000 or more, agreed that managers should have more training than supervisory 
staff while supervisors should have more training than rank-and-file staff. In addition, 
hotels with an ARR below $1,000, $1,000 to $1,999 and $2,000 to $2,999 agreed that 
for these hotels training is considered technologically behind other hotels but they still 
possess a good reputation for training in the hotel industry. Hotels with an ARR $4,000 
or more believed they possessed a good reputation for CBT in the hotel industry but 
hotels with an ARR less than $1,000 disagreed.
Hotels with 750 or more staff disagreed that CBT is being used most of the time but 
hotels with 1 to 249 staff believed that they use CBT most of the time. Managers in 
hotels with 1 to 249 and 250 to 499 staffed hotels have more training than supervisors 
who also have more training than rank-and-file staff. In addition, hotels with 1 to 249 
and 250 to 499 staff believed their hotels' training was considered technologically
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behind other hotels. Hotels with 500 to 749 and 750 or more staff agreed their hotel 
possessed a good reputation for training in the hotel industry.
Qi 4 Current training practices (Descriptive)
Descriptive Statis tics
N Minimum Maximum Mean Std. Deviation
CT (Classroom Trg) 145 1 5 3.79 .883
CT(OJT) 145 2 5 4.28 .712
CT(CBT) 145 1 4 2.22 .939
CT (Facilitator) 145 2 5 3.75 .862
CT(Sup) 145 2 5 3.28 .991
CT (Mgr) 145 1 5 3.23 1.026
CT (Trg Methods) 145 2 5 4.12 .812
CT (Tech Behind) 145 1 5 2.86 1.093
CT (Gd Reputation on 
Trg)
145 1 5 3.46 .834
CT (Gd Reputation on 
CBT)
145 1 5 2.60 .989
Valid N (listwise) 145
Table 4 .30 Case Summary o f Current Training Practices
Among ten current training practices, two practices have mean below 3.00, i.e., 1) My 
hotel's training is considered technologically behind other hotels (mean=2.86) and 2) 
CBT is being used most of the time (mean=2.22). These imply that participants do not 
agree that their hotels are technologically behind other hotels but they do in fact 
disagree that CBT is being used most of the time: Meanwhile, the statement 'On-the- 
job training is being used most of the time' has the highest mean among all 
(mean=4.28). Hence, this implies that participants agree that on-the-job training is 
commonly used in hotel training. Second, the strongly agreed to practice 'Different 
training methods should be applied to different levels of stafP (mean=4.i2) while 
'Classroom training is being used most of the time' are the third highest practices 
(mean=3.79). This implies that different training approaches should be targeted to 
different levels of staff such as computer-based training for managers, classroom 
training for rank-and-file staff, and so on. In addition, participants agree that apart from
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on-the-job training, classroom training is commonly adopted in hotel training; however, 
computer-based training is not treated as a commonly used training approach most of 
the time.
Qiq Size of trainina budget in the pavroll (Descriptive)
More than half (54.5 percent) of the participants do not know or are unsure about the 
size of the hotel's training budget in the total payroll for the current year while 43.4 
percent of respondents indicate that the training budget for that same year is 1 to 10 
percent of the hotel's total payroll.
Guestroom * Budget/Payroll Crosstabulation
Budget/Payroii
1-10% 11-20% 41% or more Not sure Totai
Guestroom less than 250 Count 4 0 0 3 7
Expected Count 3.0 .1 .0 3.8 7.0
% within Guestroom 57.1% .0% .0% 42.9% 100.0%
% within Budget/Payroil 6.3% .0% .0% 3.8% 4.8%
% ofTotal 2.8% .0% .0% 2.1% 4.8%
250-499 Count 26 1 0 36 63
Expected Count 27.4 .9 .4 34.3 63.0
% within Guestroom 41.3% 1.6% .0% 57.1% 100.0%
% within Budget/Payroil 41.3% 50.0% .0% 45.6% 43.4%
% ofTotal 17.9% .7% .0% 24.8% 43.4%
500-749 Count 22 1 0 18 41
Expected Count 17.8 .6 .3 22.3 41.0
% within Guestroom 53.7% 2.4% .0% 43.9% 100.0%
% within Budget/Payroil 34.9% 50.0% .0% 22.8% 28.3%
% ofTotal 15.2% .7% .0% 12.4% 28.3%
750 or more 11 0 1 22 34
Expected Count 14.8 .5 .2 18.5 34.0
% within Guestroom 32.4% .0% 2.9% 64.7% 100.0%
% within Budget/Payroii 17.5% .0% 100.0% 27.8% 23.4%
% ofTotal 7.8% .0% .7% 15.2% 23.4%
Total Count 63 2 1 79 145
Expected Count 63.0 2.0 1.0 79.0 145.0
% within Guestroom 43.4% 1.4% .7% 54.5% 100.0%
% within Budget/Payroii 100.0% 100.0% 100.0% 100.0% 100.0%
% ofTotal 43.4% 1.4% .7% 54.5% 100.0%
Table 4.31 Crosstabulation between Training Budget and Num ber o f Guestroom
In terms of number of guestroom, the majority in the group 'less than 250' as well as 
'500 to 749' choose 1 to 10% and the remaining groups are not sure about the 
proportion.
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ARR" Budget/Payroll Crosstabulation
Budqet/Pavroll
Totai1-10% 11-20% 41% or more Not sure
ARR less than HK$1,000 Count 17 1 0 17 35
Expected Count 15.2 .5 2 19.1 35.0
% within ARR 48.6% 2.9% .0% 48.6% 100.0%
% within Budget/Payroii 27.0% 50.0% .0% 21.5% 24.1%
% of Totai 11.7% .7% .0% 11.7% 24.1%
HK$1.000-HK$1,999 Count 21 1 0 25 47
Expected Count 20.4 .6 .3 25.6 47.0
% within ARR 44.7% 2.1% .0% 53.2% 100.0%
% within Budget/Payroii 33.3% 50.0% .0% 31.6% 32.4%
% ofTotal 14.5% .7% .0% 172% 32.4%
HK$2,000 - HK$2,999 Count 14 0 0 16 30
Expected Count 13.0 .4 2 16.3 30.0
% within ARR 46.7% .0% .0% 53.3% 100.0%
% within Budget/Payroll 22.2% .0% .0% 20.3% 20.7%
% of Totai 9.7% .0% .0% 11.0% 20.7%
HK$3,000 - HKS3.999 Count 4 0 0 3 7
Expected Count 3.0 .1 .0 3.8 7.0
% within ARR 57.1% .0% .0% 42.9% 100.0%
% within Budget/Payroii 6.3% .0% .0% 3.8% 4.8%
% ofTotal 2.8% .0% .0% 2.1% 4.8%
HK$4,000 or more Count 7 0 1 18 26
Expected Count 11.3 .4 2 14.2 26.0
% within ARR 26.9% .0% 3.8% 69.2% 100.0%
% within Budget/Payroii 11.1% .0% 100.0% 22.8% 17.9%
% of Totai 4.8% .0% .7% 12.4% 17.9%
Total Count 63 2 1 79 145
Expected Count 63.0 2.0 1.0 79.0 145.0
% within ARR 43.4% 1.4% .7% 54.5% 100.0%
% within Budget/Payroii 100.0% 100.0% 100.0% 100.0% 100.0%
% ofTotal 43.4% 1.4% .7% 54.5% 100.0%
Table 4.32 Crosstabulation between Training Budget and Average Room Rate
In terms of number of guestrooms, the majority in the group 'less than 250' as well as 
'500 to 749' choose 1 to 10 percent and the remaining groups are not sure about the 
proportion.
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staff * Budget/Payroll Crosstabulation
Budqet/Pavroll
Total1-10% 11-20% 41% or more Not sure
staff 1-249 Count 22 1 0 21 44
Expected Count 19.1 .6 .3 24.0 44.0
% within Staff 50.0% 2.3% .0% 47.7% 100.0%
% within Budget/Payroii 34.9% 50.0% .0% 26.6% 30.3%
% ofTotai 152% .7% .0% 14.5% 30.3%
250-499 14 0 0 22 36
Expected Count 15.6 .5 .2 19.6 36.0
% within Staff 38.9% .0% .0% 61.1% 100.0%
% within Budget/Payroil 222% .0% .0% 27.8% 24.8%
% ofTotal 9.7% .0% .0% 15.2% 24.8%
500-749 Count 15 1 0 11 27
Expected Count 11.7 .4 2 14.7 27.0
% within Staff 55.6% 3.7% .0% 40.7% 100.0%
% within Budget/Payroii 23.8% 50.0% .0% 13.9% 18.6%
% ofTotal 10.3% .7% .0% 7.6% 18.6%
750-999 12 0 1 23 36
Expected Count 15.6 .5 .2 19.6 36.0
% within Staff 33.3% .0% 2.8% 63.9% 100.0%
% within Budget/Payroii 19.0% .0% 100.0% 29.1% 24.8%
% ofTotal 8.3% .0% .7% 15.9% 24.8%
1000 or more Count 0 0 0 2 2
Expected Count .9 .0 .0 1.1 2.0
% within Staff .0% .0% .0% 100.0% 100.0%
% within Budget/Payroii .0% .0% .0% 2.5% 1.4%
% ofTotal .0% .0% .0% 1.4% 1.4%
Total Count 63 2 1 79 145
Expected Count 63.0 2.0 1.0 79.0 145.0
% within Staff 43.4% 1.4% .7% 54.5% 100.0%
% within Budget/Payroii 100.0% 100.0% 100.0% 100.0% 100.0%
% ofTotal 43.4% 1.4% .7% 54.5% 100.0%
Table 4.33 Crosstabulation between Training Budget and Number o f Staff
In terms of number of staff, the majority in the group '1 to 249' and '500 to 749' choose 
1 to 10 percent while the remaining groups are not sure about the proportion.
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Category* Budget/Payroll Crosstabulation
Budqet/Pavroll
1-10% 11-20% 41% or more Not sure Total
Category Deluxe (5-star) Count 17 0 1 27 45
Expected Count 19.6 .6 .3 24.5 45.0
% within Category 37.8% .0% 22% 60.0% 100.0%
% within Budget/Payroii 27.0% .0% 100.0% 342% 31.0%
% ofTotal 11.7% .0% .7% 18.6% 31.0%
Superior (4-star) 22 2 0 24 48
Expected Count 20.9 .7 .3 262 48.0
% within Category 45.8% 42% .0% 50.0% 100.0%
% within Budget/Payroii 34.9% 100.0% .0% 30.4% 33.1%
% ofTotal 15.2% 1.4% .0% 16.6% 33.1%
First Class (3-star) Count 14 0 0 22 36
Expected Count 15.6 .5 2 19.6 36.0
% within Category 38.9% .0% .0% 61.1% 100.0%
% within Budget/Payroll 222% .0% .0% 27.8% 24.8%
% ofTotal 9.7% .0% .0% 152% 24.8%
Moderate (2-star) Count 2 0 0 1 3
Expected Count 1.3 .0 .0 1.6 3.0
% within Category 66.7% .0% .0% 33.3% 100.0%
% within Budget/Payroll 3.2% .0% .0% 1.3% 2.1%
% ofTotal 1.4% .0% .0% .7% 2.1%
Economy (1-star) Count 8 0 0 5 13
Expected Count 5.6 2 .1 7.1 13.0
% within Category 61.5% .0% .0% 38.5% 100.0%
% within Budget/Payroii 12.7% .0% .0% 6.3% 9.0%
% ofTotal 5.5% .0% .0% 3.4% 9.0%
Count 63 2 1 79 145
Expected Count 63.0 2.0 1.0 79.0 145.0
% within Category 43.4% 1.4% .7% 54.5% 100.0%
% within Budget/Payroii 100.0% 100.0% 100.0% 100.0% 100.0%
% ofTotai 43.4% 1.4% .7% 54.5% 100.0%
Table 4.34 Crosstabulation between Training Budget and Star Level
In terms of category, the majority in 3-star, 4-star and 5-star hotels are not sure about 
the proportion while i-star and 2-star hotels choose 1 to 10 percent.
Objective b: To examine the current training approaches in the Hong Kong hotel 
industry
OiA Current training practices (Factor Analysis)
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Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
CT (Classroom Trg) 145 1 5 3.79 .883
CT(OJT) 145 2 5 4.28 .712
CT(CBT) 145 1 4 2.22 .939
CT (Facilitator) 145 2 5 3.75 .862
CT(Sup) 145 2 5 3.28 .991
CT(Mgr) 145 1 5 3.23 1.026
CT (Trg Mettiods) 145 2 5 4.12 .812
CT (Tecti Betiind) 145 1 5 2.86 1.093
CT (Gd Reputation on 
Trg)
145 1 5 3.46 .834
CT (Gd Reputation on 
CBT)
145 1 5 2.60 .989
Valid N (listwise) 145
Table 4.35 Case Summary of Current Training Practices
Tabachnick and Fidell (2001) concede that a smaller sample size (e.g. 150 cases) should 
be sufficient if solutions have several high loading marker variables in factor analysis. 
Stevens (1996) also suggests that the sample size requirements advocated by 
researchers have been decreasing over the years as more research has been done on 
the topic. Some authors suggest that it is not the overall sample size that is of concern 
but rather the ratio of subjects to items. Nunnally (1978) recommends a 10 to 1 ratio: 
that is 10 cases for each item to be factor analysed. Hence, in this study, there are 10 
statements in Question 14 with 145 participants. As a result, the sample size in this 
study is sufficient for using factor analysis.
The second issue to be addressed before conducting factor analysis concerns the 
strength of the inter-correlations among the items. Tabachnick and Fidell (2001) 
recommend an inspection of the correlation matrix for evidence of coefficients greater 
than .30. If few correlations above this level are found, then factor analysis may not be 
appropriate. Two statistical measures are also generated by SPSS to help assess the 
factorability of the data: Bartlett's test of sphericity and the Kaiser-Meyer-Olkin (KMC) 
measure of sampling adequacy (Pallant, 2005). The Bartlett's test of sphericity should 
be significant (p<.05) for the factor analysis to be considered appropriate. The KMO
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index ranges from o to i  and Kaiser (1974) recommends that values greater than 0.5 are 
barely acceptable and values between 0.5 and 0.7 are mediocre (Hutcheson & Sofroniou, 
1999).
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .593
Bartlett's Test of Approx Chi-Square 486.550
Sphericity df 45
Sig. .000
Table 4.36 KMO and Bartlett's Test for Factor Analysis (Current Training Practices)
In the above table, the KMO index is .593 which indicates a reasonable value for a 
mediocre factor analysis (Hutcheson & Sofroniou, 1999). The Bartlett's test of 
sphericity is significant (p=.ooo<.o5) for the factor analysis to be considered appropriate 
in this study.
By using Kaiser's criterion (or the eigenvalue rule), only factors with an eigenvalue of 1.0 
or more are retained for further investigation. The eigenvalue of a factor represents the 
amount of the total variance explained by that factor (Pallant, 2005).
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Comoonent Total % ofVariance Cumulative % Total % ofVariance Cumulative %
1 2.613 26.132 26.132 2.613 26.132 26.132
2 2.179 21.785 47.917 2.179 21.785 47.917
3 1.375 13.752 61.670 1.375 13.752 61.670
4 1.028 10.280 71.950 1.028 10.280 71.950
5 .779 7.787 79.737
6 .681 6.811 86.548
7 .562 5.625 92.173
8 .414 4.144 96.316
9 .238 2.385 98.701
10 .130 1.299 100.000
Extraction Method: Principal Component Analysis.
Table 4.37  Total Variance Explained for Factor Analysis (Current Training Practices)
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In the above table, four components are with eigenvalues over i.o  and the eigenvalue 
for each component are listed as 2.61, 2.18,1.38 and 1.03. The cumulative percentage 
of the total variance extracted by these factors achieved 71.95 percent which is 
considered satisfactory. It is common to consider a solution that accounts for 60 
percent and in some instances even less of the total variance (Hair et al., 1998).
Component Matrix®
Component
1 2 3 4
CT (Gd Reputation on 
CBT)
-.709 .531
CT (Classroom Trg) .659 .409
CT (Tech Behind) .603 .548
CT (Gd Reputation on 
Trg)
-.545 .482
C T (Trg Methods) .747
C T(S up) .615 .668
CT(M gr) .574 .662
C T(C B T) -.432 .555 .476
CT (Facilitator) .752
CT (OJT) .523 -.406
Extraction Method: Principal Component Analysis, 
a. 4 components extracted.
Table 4.38 Component Matrix for Factor Analysis (Current Training Practices)
Once the number of factors has been determined, the next step is to try to interpret 
them. To assist in this process the factors are 'rotated'. This does not change the 
underlying solution; rather it presents the pattern of loadings in a manner that is easier 
to interpret (Pallant, 2005). According to Tabachnick and Fidell (2001), orthogonal 
rotation results in solutions that are easier to interpret and report. The most commonly 
used orthogonal approach is Varimax method which is adopted in this study.
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Rotated Component Matrix®
Component
1 2 3 4
C T (Mgr) .915
C T(S up) .912
CT (Trg Methods) .635
C T(C B T) .837
CT (Gd Reputation on 
CBT)
.785 .482
C T(O JT) -.557 .426
CT (Gd Reputation on 
Trg)
.821
CT (Tech Behind) -.653 .489
CT (Facilitator) .805
CT (Classroom Trg) .648
Extraction Method: Principal Component Analysis.
Rotation Method: Varimaxwith Kaiser Normalization.
a. Rotation converged in 7 iterations.
Table 4.39 Rotated Component Matrix for Factor Analysis (Current Training Practices)
The result of the factor analysis after Varimax is shown in the above table. As stated 
previously, Tabachnick and Fidell (2001) conceded that a smaller sample size should be 
sufficient if solutions have several high loading marker variables. Hence, three 
statements are deleted accordingly: 1) On-the-job training is being used most of the 
time; 2) Different training methods should be applied to different levels of staff; and 3) 
My hotel's training is considered technologically behind other hotels, because of cross­
loading. After deleting these statements, the table below shows the variables with high 
loading after using Varimax approach again. However, the number of factors is 
changed from four to three after deletion of statements.
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Rotated Component Matrix®
Component
1 2 3
CT (Gd Reputation on 
CBT)
.919
CT (CBT) .792
CT (Gd Reputation on 
Trg)
.620
CT (Sup) .940
CT (Mgr) .939
CT (Facilitator) .844
CT (Classroom Trg) .684
Extraction Method: Principal Component Analysis.
Rotation Method: Varimaxwith Kaiser Normalization.
a. Rotation converged in 4 iterations.
Table 4 .4 0  Rotated Component M atrix a fter Deletion for Factor Analysis (Current Training 
Practices)
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Comoonent Total % ofVariance Cumulative % Total % ofVariance Cumulative % Total % ofVariance Cumulative %
1 2.302 32.890 32.890 2.302 32.890 32.890 1.999 28.558 28.558
2 1.756 25.083 57.972 1.756 25.083 57.972 1.978 28.263 56.821
3 1.225 17.495 75.468 1.225 17.495 75.468 1.305 18.647 75.468
4 .762 10.892 86.360
5 .561 8.011 94.371
6 261 3.722 98.094
7 .133 1.906 100.000
Extraction Method: Principal Component Analysis.
Table 4 .4 1  Total Variance Explained after Rotation and Deletion for Factor Analysis (Current 
Training Practices)
Three factors identified from the factor analysis are 1) Good Reputation for CBT and 
Training; 2) Training Frequency of Managers and Supervisors; and 3) Presence of 
Facilitator and Classroom Training. These three factors explained 28.56 percent, 28.26 
percent and 18.65 percent respectively of the total variance in the data. The sample is 
considered to be reliable, with Cronbach's Alpha of .707, .916 and .455 for the three 
factors respectively. Ideally, the Cronbach's Alpha coefficient of a scale should be
185
above .7. However, Cronbach's Alpha value is quite sensitive to the number of items in 
the scale. With short scales (e.g. scales with fewer than ten items) it is common to find 
quite low Cronbach's Alpha values (e.g. .5). In this case, it may be more appropriate to 
report the mean inter-item correlation for the items. Briggs and Cheek (1986) 
recommend an optimal range for the inter-item correlation of .2 to .4 (Pallant, 2005). 
The mean is 2.76, 3.26 and 3.77 for Factor 1, Factor 2 and Factor 3, respectively. This 
implies that Factor 3 is mostly agreed to by the respondents. The second most agreed 
to factor is Factor 2 and the least agreed to is Factor 1.
Factor Name 
(Factor Mean)
Eigen­
value
% of 
Variance
Cumulative
Variance
Cronbach's
Alpha
Factor 1
Good Reputation for CBT and 
Training (2.76)
2.00 28.56% 28.56% .707
Factor 2
Training Frequency of Managers 
and Supervisors (3.26)
1.98 28.26% 56.82% .916
Factor 3
Presence of Facilitator and 
Classroom Training (3.77)
1.31 18.65% 75.47% •455
Table 4 .4 2  
Remarks
Factor Analysis w ith Varimax Rotation and Reliability Analysis (N = 145 )
1. Five-point Likert Scale was used for rating the indicators ranging from 1 = Strongly 
Disagree to 5 = Strongly Agree.
2. Statement 'On-the-job training is being used most of the time' was cross-loaded 
and thus deleted.
3. Statement 'Different training methods should be applied to different levels of staff' 
was cross-loaded and thus deleted.
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4- Statement 'My hotel's training is considered technologically behind other hotels' 
was cross-loaded and thus deleted.
Q16. Current training practices (ANOVA)
ANOVA is adopted to analyse ten statements of the current training practices from 
Question 14 in terms of four different independent variables, i.e., number of 
guestrooms, average room rate, number of staff and star level.
Number of Guestroom
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 4.788 3 141 .003
CT (OJT) 3.555 3 141 .016
CT (CBT) 11.938 3 141 .000
CT (Facilitator) .406 3 141 .749
CT (Sup) .824 3 141 .483
CT (Mgr) .873 3 141 .457
CT (Trg Methods) 3.598 3 141 .015
CT (Tech Behind) 2.279 3 141 .082
CT (Gd Reputation on 
Trg)
2.952 3 141 .035
CT (Gd Reputation on 
CBT)
2.457 3 141 .065
Table 4.43 
Guestroom)
Test of Homogeneity of Variances on Current Training Practices (Number of
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are five factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e., 1) 
Classroom training is being used most of the time (Sig.=oo3); 2) On-the-job training is 
being used most of the time (Sig.=.oi6); 3) CBT is being used most of the time 
(Sig.=.ooo); 4) Different training methods should be applied to different levels of staff 
(Sig.=.oi5); and 5) My hotel possesses a good reputation for training in the hotel
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industry (Sig.=.035). Another five factors have greater than .05 significance value and 
therefore the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 4.488 3 1.496 1.955 .124
Within Groups 107.884 141 .765
Total 112.372 144
CT(OJT) Between Groups 3.036 3 1.012 2.040 .111
Within Groups 69.930 141 .496
Total 72.966 144
CT(CBT) Between Groups 4.405 3 1.468 1.690 .172
Within Groups 122.533 141 .869
Total 126.938 144
CT (Facilitator) Between Groups 1.294 3 .431 .575 .632
Within Groups 105.768 141 .750
Total 107.062 144
CT(Sup) Between Groups 15.132 3 5.044 5.632 .001
Within Groups 126.275 141 .896
Total 141.407 144
CT(Mgr) Between Groups 11.680 3 3.893 3.927 .010
Within Groups 139.809 141 .992
Total 151.490 144
CT (Trg Mettiods) Between Groups 2.532 3 .844 1.287 .281
Within Groups 92.475 141 .656
Total 95.007 144
CT (Tech Behind) Between Groups 15.762 3 5.254 4.743 .003
Within Groups 156.196 141 1.108
Total 171.959 144
CT (Gd Reputation on Between Groups 10.246 3 3.415 5.363 .002
Trg) Within Groups 
Total
89.796
100.041
141
144
.637
CT (Gd Reputation on Between Groups 1.499 3 .500 .506 .679
Within Groups 
Total
139.301
140.800
141
144
.988
Table 4 .4 4 ANO VA on Current Training Practices (Num ber of Guestroom)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the five factors 
which have significance value greater than .05 in the table 'Test of homogeneity of 
variances', three factors are significantly different, i.e.. Supervisors should have more 
training than rank-and-file staff (Sig.=.001); Managers should have more training than
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supervisory staff (Sig.=.oio) and My hotel's training is considered technologically 
behind other hotels (Sig.=.oo3).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Supervisors should have more training than rank-and-file staff', 
the group '750 or more', which is less, is significantly different from the group '500 to 
749' as well as '250 to 499'. In addition, in 'Managers should have more training than 
supervisory staff', the group '250 to 499', which is greater, is significantly different from 
the group '750 or more'. Furthermore, in 'My hotel's training is considered 
technologically behind other hotels', the group '750 or more', which is less, is 
significantly different from the group '250 to 499' as well as from the group '500 to 749'.
189
Robust Tests of Equality of Means
Statistic® dfl d(2 Bio.
CT (Classroom Trg) Welch 1.929 3 25.187 .151
Brown-Forsythe 1.145 3 15.089 .363
CT(OJT) Welch 2.077 3 25.918 .128
Brown-Forsythe 1.577 3 18.292 .229
CT(CBT) Welch 2.554 3 25.791 .077
Brown-Forsythe 1.286 3 20.498 .306
CT (Facilitator) Welch .593 3 26.018 .625
Brown-Forsythe .486 3 28.344 .694
CT(Sup) Welch 5.841 3 27.613 .003
Brown-Forsythe 6.162 3 68.783 .001
CT(Mgr) Welch 4.210 3 26.737 .015
Brown-Forsythe 3.928 3 50.649 .013
CT (Trg Methods) Welch 1.082 3 26.554 .374
Brown-Forsythe 1.260 3 36.163 .302
CT (Tech Behind) Welch 5.143 3 25.619 .006
Brown-Forsythe 3.483 3 21.192 .034
CT (Gd Reputation on Welch 8.899 3 29.772 .000
Trg) Brown-Forsythe 6.533 3 99.514 .000
CT (Gd Reputation on Welch .432 3 25.939 .732
CBT) Brown-Forsythe .404 3 22.804 .752
a. Asymptotically F distributed.
Table 4 .4 5  Robust Tests o f Equality o f Means on Current Training Practices (Num ber o f Guestroom)
There are five factors which have less than .05 significance value and so the assumption 
of homogeneity of variance is violated, i.e., 1) Classroom training is being used most of 
the time (Sig.=oo3); 2) On-the-job training is being used most of the time (Sig.=.oi6); 3) 
CBT is being used most of the time (Sig.=.ooo); 4) Different training methods should be 
applied to different levels of staff (Sig.=.oi5); and 5) My hotel possesses a good 
reputation for training in the hotel industry (Sig.=.35). As if the assumption of 
homogeneity of variance is violated, the table 'Robust tests of equality of means' is 
referred. The test 'Welch' is adopted and four factors are insignificantly different, i.e., 1) 
Classroom training is being used most of the time (Sig.=.i5i); 2) On-the-job training is 
being used most of the time (Sig.=.i28); 3) CBT is being used most of the time 
(Sig.=.077); and 4) Different training methods should be applied to different levels of 
staff (Sig.=.374). However, there is one factor which has less than .05 in significance
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value, i.e.. My hotel possesses a good reputation for training in the hotel industry 
(Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. Hence, in 'My hotel possesses a good reputation for training in the 
hotel industry', the group '750 or more', which is comparatively greater, is significantly 
different from the group '250 to 499' as well as 'less than 250'. Moreover, the group '500 
to 749', which is greater, is significantly different from the group 'less than 250'.
Average Room Rate
Test of Homogeneity of Variances
Levene
Statistic df1 df2 Siq.
CT (Classroom Trg) 2.025 4 140 .094
CT (OJT) 3.638 4 140 .007
CT (CBT) 18.157 4 140 .000
CT (Facilitator) 3.667 4 140 .007
CT (Sup) 1.392 4 140 .240
CT(Mgr) 2.697 4 140 .033
CT (Trg Methods) 10.209 4 140 .000
CT (Tech Behind) 6.853 4 140 .000
CT (Gd Reputation on 
Trg)
7.823 4 140 .000
CT (Gd Reputation on 
CBT)
7.659 4 140 .000
Table 4.46 Test of Homogeneity of Variances on Current Training Practices (Average Room Rate)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are eight factors which have less 
than .05 significance value and so the assumption of homogeneity of variance is 
violated, i.e., 1) On-the-job training is being used most of the time (Sig.=.oo7); 2) CBT is
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being used most of the time (Sig.=.ooo); 3) Instructor/Facilitator should be present in all 
training sessions (Sig.=.ooy); 4) Managers should have more training than supervisory 
staff (Sig.=033); 5) Different training methods should be applied to different levels of 
staff (Sig.=.ooo); 6) My hotel's training is considered technologically behind other 
hotels (Sig.=.000); 7) . My hotel possesses a good reputation for training in the hotel 
industry (Sig.=.ooo); and 8) My hotel possesses a good reputation for CBT in the hotel 
industry (Sig.=.ooo). Another two factors have greater than .05 significance value and 
therefore the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 9,606 4 2.401 3.272 .013
Wittiin Groups 102.767 140 .734
Total 112.372 144
CT(OJT) Between Groups .678 4 .169 .328 .859
Within Groups 72.288 140 .516
Total 72.966 144
CT(CBT) Between Groups 5.573 4 1.393 1.607 .176
Within Groups 121.365 140 .867
Total 126.938 144
CT (Facilitator) Between Groups 2.073 4 .518 .691 .599
Within Groups 104.989 140 .750
Total 107.062 144
CT(Sup) Between Groups 23.197 4 5.799 6.868 .000
Within Groups 118.210 140 .844
Total 141.407 144
CT(Mgr) Between Groups 16.015 4 4.004 4.138 .003
Within Groups 135.474 140 .968
Total 151.490 144
CT (Trg Mettiods) Between Groups 3.037 4 .759 1.156 .333
Within Groups 91.970 140 .657
Total 95.007 144
CT (Tecti Betiind) Between Groups 18.814 4 4.704 4.300 .003
Within Groups 153.144 140 1.094
Total 171.959 144
CT (Gd Reputation on Between Groups 20.848 4 5.212 9.214 .000
Trg) Within Groups 
Total
79.194
100.041
140
144
.566
CT (Gd Reputation on Between Groups 13.615 4 3.404 3.747 .006
Within Groups 
Total
127.185
140.800
140
144
.908
Table 4.47 A NO VA on Current Training Practices (Average Room Rate)
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If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Between two factors which 
have significance value greater than .05 in the table Test of homogeneity of variances', 
both are significantly different, i.e.. Classroom training is being used most of the time 
(Sig.=.oi3); and Supervisors should have more training than rank-and-file staff 
(Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Classroom training is being used most of the time', the group 
'H K $4 ,ooo or more', which is less, is significantly different from the group 'less than 
HK$i,ooo' as well as the group 'HK$2,ooo to HK$2,999'. In addition, in 'Supervisors 
should have more training than rank-and-file staff', the group 'HK$4,ooo or more', 
which is less, is significantly different from the other four groups.
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Robust Tests of Equality of Means
Statistic® dfl df2 Sio.
CT (Classroom Trg) Welch 2.900 4 34.617 .036
Brown-Forsythe 3.085 4 63.997 .022
CT(OJT) Welch .399 4 35.071 .808
Brown-Forsythe .331 4 55.211 .856
CT(CBT) Welch 3.099 4 33.207 .028
Brown-Forsythe 1.887 4 83.760 .120
CT (Facilitator) Welch .731 4 34.864 .577
Brown-Forsythe .663 4 57.369 .620
CT (Sup) Welch 7.821 4 34.613 .000
Brown-Forsythe 6.248 4 48.064 .000
CT (Mgr) Welch 4.721 4 34.714 .004
Brown-Forsythe 3.897 4 54.388 .007
CT (Trg Methods) Welch 1.121 4 34.233 .363
Brown-Forsythe 1.037 4 36.895 .401
CT (Tech Behind) Welch 7.884 4 35.212 .000
Brown-Forsythe 4.409 4 72.238 .003
CT (Gd Reputation on Welch 15.136 4 35.130 .000
Trg) Brown-Forsythe 9.473 4 54.823 .000
CT (Gd Reputation on Welch 4.294 4 34.904 .006
CBT) Brown-Forsythe 3.939 4 63.817 .006
a. Asymptotically F distributed.
Table 4 .4 8  Robust Tests o f Equality o f Means on Current Training Practices (Average Room Rate)
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. The test 'Welch' is adopted and six factors are 
significantly different, i.e., 1) CBT is being used most of the time (Sig.=.028); 2) 
Managers should have more training than supervisory staff (Sig.=.oo4); 3) My hotel's 
training is considered technologically behind other hotels (Sig.=.ooo); 4) My hotel 
possesses a good reputation for training in the hotel industry (Sig.=.000); and 5) My 
hotel possesses a good reputation for CBT in the hotel industry (Sig.=.oo6).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. As a result, in 'CBT is being used most of the time', the group
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'H K $ 4 ,ooo or more', which is comparatively less, is significantly different from the 
group 'HK$i,ooo to HK$i,999'. In 'Managers should have more training than 
supervisory staff', the group 'HK$4,ooo or more', which is comparatively less, is 
significantly different from the other four groups. In 'My hotel's training is considered 
technologically behind other hotels', the group 'HK$4,ooo or more', which is 
comparatively less, is significantly different from the group 'less than HK$i,ooo' as well 
as 'HK$i,ooo to HK$i,999. In 'My hotel possesses a good reputation for training in the 
hotel industry', the group 'HK$4,ooo or more', which is comparatively less, is 
significantly different from the group 'less than HK$i,ooo' as well as 'HK$2,ooo to 
HK$2,999. Moreover, the group 'less than HK$i,ooo', which is comparatively less, is 
significantly different from the group 'HK$i,ooo to HK$i,999. Finally, in 'My hotel 
possesses a good reputation for CBT in the hotel industry', the group 'HK$4,ooo or 
more', which is comparatively greater, is significantly different from the group 'less 
than HK$i,ooo'.
Number of Staff
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 1.317 4 140 .267
CT (OJT) 2.162 4 140 .076
CT (CBT) 7.099 4 140 .000
CT (Facilitator) 2.295 4 140 .062
CT (Sup) 1.071 4 140 .373
CT(Mgr) 2.751 4 140 .031
CT (Trg Methods) 5.811 4 140 .000
CT (Tech Behind) 1.400 4 140 .237
CT (Gd Reputation on 
Trg)
1.412 4 140 .233
CT (Gd Reputation on 
CBT)
2.880 4 140 .025
Table 4.49 Testof Homogeneity of Variances on Current Training Practices (Number of Staff)
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In the 'Robust tests of equality of means' table, there are three factors for which the 
robust tests of equality of means cannot be performed because at least one group has 
zero variance in these factors.
Robust Tests  o f Equality o f Means*’’®
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 1.964 4 7.775 .196
Brown-Forsythe 2.515 4 26.389 .065
CT(OJT) Welch .883 4 7.675 .517
Brown-Forsythe .832 4 14.454 .526
CT(CBT) Welch 3.241 4 7.529 .078
Brown-Forsythe 2.235 4 5.170 .197
CT (Facilitator) Welch .855 4 7.750 .530
Brown-Forsythe .850 4 27.852 .506
CT (Sup) Welch 4.123 4 7.809 .043
Brown-Forsythe 5.636 4 34.309 .001
CT (Mgr) Welch
Brown-Forsythe
CT (Trg Methods) Welch .159 4 7.518 .953
Brown-Forsythe .133 4 4.280 .962
CT (Tech Behind) Welch
Brown-Forsythe
CT (Gd Reputation on Welch 8.582 4 7.674 .006
Trg) Brown-Forsythe 10.113 4 18.699 .000
CT (Gd Reputation on 
CBT)
Welch
Brown-Forsythe
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed forCT (Mgr) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed for CT (Tech Behind) because 
at least one group has 0 variance.
d. Robust tests of equality of means cannot be performed for CT (Gd Reputation on CBT) 
because at least one group has 0 variance.
Table 4.50  Robust Tests o f Equality o f Means on Current Training Practices (Num ber of Staff)
As referred to in Figure 4.3, the group '1000 or more' does not have enough samples for 
ANOVA. Green and Salkind (2003) suggested that a commonly accepted value for a 
moderate sample size is 30. Hence, the group '1000 or more' is combined with the 
group '750 to 999 staff' by Syntax. As a result, four groups are generated and ' i '= ' i  to 
249', '2'='250 to 499', '3'='500 to 749' and '4'=750 or more'.
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Figure 4.3 Bar Charts of Number of Staff Distribution
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 1.572 3 141 .199
CT(OJT) 2.762 3 141 .044
CT(CBT) 8.332 3 141 .000
CT (Facilitator) 2.859 3 141 .039
CT(Sup) 1.106 3 141 .349
CT (Mgr) 1.831 3 141 .144
CT (Trg Methods) 6.461 3 141 .000
CT (Tech Behind) .921 3 141 .433
CT (Gd Reputation on 
Trg)
1.898 3 141 .133
CT (Gd Reputation on 
CBT)
2.704 3 141 .048
Table 4.51 Test of Homogeneity of Variances on Current Training Practices (Number of Staff)
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If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are five factors which have less than .05 
significance value and as a result the assumption of homogeneity of variance is violated, 
i.e., 1) On-the-job training is being used most of the time (Sig.=.o#); 2) CBT is being 
used most of the time (Sig.=.ooo); 3) Instructor/Facilitator should be present in all 
training sessions (Sig.=.039); 4) Different training methods should be applied to 
different levels of staff (Sig.=.000); and 5) My hotel possesses a good reputation for CBT 
in the hotel industry (Sig.=.048). Another five factors have greater than .05 significance 
value and therefore the assumption of homogeneity of variance is not violated. If the 
significance value is less than or equal to .05, then there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group.
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Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 4.837 3 1.612 2.114 .101
Within Groups 107.535 141 .763
Total 112.372 144
CT(OJT) Between Groups 1.432 3 .477 .941 .423
Within Groups 71.534 141 .507
Totai 72.966 144
CT(CBT) Between Groups 10.076 3 3.359 4.052 .008
Within Groups 116.862 141 .829
Totai 126.938 144
CT (Facilitator) Between Groups .920 3 .307 .407 .748
Within Groups 106.142 141 .753
Total 107.062 144
CT(Sup) Between Groups 17.078 3 5.693 6.456 .000
Within Groups 124.329 141 .882
Total 141.407 144
CT(Mgr) Between Groups 14.373 3 4.791 4.927 .003
Within Groups 137.117 141 .972
Total 151.490 144
CT (Trg Methods) Between Groups .533 3 .178 265 .850
Within Groups 94.474 141 .670
Total 95.007 144
CT (Tech Behind) Between Groups 16.191 3 5.397 4.885 .003
Within Groups 155.767 141 1.105
Total 171.959 144
CT (Gd Reputation on Between Groups 22.075 3 7.358 13.308 .000
Trg) Within Groups 
Total
77.966
100.041
141
144
.553
CT (Gd Reputation on Between Groups 3.352 3 1.117 1.146 .333
Within Groups 
Total
137.448
140.800
141
144
.975
Table 4.52 ANOVA on Current Training Practices (Num ber of Staff)
Among five factors which have significance value greater than .05 in the table 'Test of 
homogeneity of variances', four factors are significantly different, i.e., 1) Supervisors 
should have more training than rank-and-file staff (Sig.=.ooo); 2) Managers should have 
more training than supervisory staff (Sig.=.oo3); 3) My hotel's training is considered 
technologically behind other hotels (Sig.=.003); and 4) My hotel possesses a good 
reputation for training in the hotel industry (Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc tests. In the 
column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values listed, 
this means that the two groups being compared are significantly different from one
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another. Firstly, in 'Supervisors should have more training than rank-and-file staff', the 
group '750 or more', which is comparatively less, is significantly different from the 
group '1 to 249' and the group '250 to 499'. Secondly, in 'Managers should have more 
training than supervisory staff', the group '750 or more', which is comparatively less, is 
significantly different from the group '250 to 499'. Thirdly, in 'My hotel's training is 
considered technologically behind other hotels', the group '750 or more', which is 
comparatively less, is significantly different from the group '1 to 249' and the group '250 
to 499'. Finally, in 'My hotel possesses a good reputation for training in the hotel 
industry', the group '750 or more', which is comparatively greater, is significantly 
different from the group '250 to 499' and the group '1 to 249'. In addition, the group 
'500 to 749', which is comparatively greater, is significantly different from the group 
'250 to 499' and the group '1 to 249'.
Robust Tests  o f Equality of M eans
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 2.161 3 74.753 .100
Brown-Forsythe 2.168 3 135.900 .095
CT(OJT) Welch 1.313 3 75.569 .276
Brown-Forsythe .997 3 134.878 .396
CT(CBT) Welch 5.170 3 70.549 .003
Brown-Forsythe 3.922 3 111.464 .011
CT (Facilitator) Welch .482 3 71.788 .696
Brown-Forsythe .391 3 117.901 .760
CT(Sup) Welch 6.306 3 72.323 .001
Brown-Forsythe 6.260 3 122.913 .001
CT (Mgr) Welch 5.017 3 71.916 .003
Brown-Forsythe 4.713 3 116.240 .004
CT (Trg Methods) Welch .267 3 70.585 .849
Brown-Forsythe .247 3 97.478 .863
CT (Tech Behind) Welch 5.058 3 72.669 .003
Brown-Forsythe 4.746 3 122.639 .004
CT (Gd Reputation on Welch 13.627 3 71.534 .000
Trg) Brown-Forsythe 12.566 3 110.360 .000
CT (Gd Reputation on Welch 1.071 3 71.480 .367
CBT) Brown-Forsythe 1.084 3 109.141 .359
a. Asymptotically F distributed.
Table 4.53  Robust Tests of Equality of Means on Current Training Practices (Num ber o f Staff)
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There are five factors which have less than .05 significance value and as a result the 
assumption of homogeneity of variance is violated, i.e., 1) On-the-job training is being 
used most of the time (Sig.=.o#); 2) CBT is being used most of the time (Sig.=.ooo); 3) 
Instructor/Facilitator should be present in all training sessions (Sig.=.039); 4) Different 
training methods should be applied to different levels of staff (5ig.=.ooo); and 5) My 
hotel possesses a good reputation for CBT in the hotel industry (Sig.=.048). As if the 
assumption of homogeneity of variance is violated, the table 'Robust tests of equality 
of means' is referred. The test 'Welch' is referred and the factor 'CBT is being used most 
of the time' is significantly different (Sig.=.oo3).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. As a result, in 'CBT is being used most of the time', the group '1 to 
249', which is comparatively greater, is significantly different from the group '750 or 
more'.
Star Level
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Test of Homogeneity of Variances
Levene
Statistic df1 df2 Siq.
CT (Classroom Trg) 4.889 4 140 .001
CT (OJT) 4.792 4 140 .001
CT (CBT) 5.233 4 140 .001
CT (Facilitator) 1.236 4 140 .299
CT (Sup) 2.399 4 140 .053
CT (Mgr) 1.789 4 140 .134
CT (Trg Methods) 3.962 4 140 .004
CT (Tech Behind) 6.054 4 140 .000
CT (Gd Reputation on 
Trg)
4.806 4 140 .001
CT (Gd Reputation on 
CBT)
5.719 4 140 .000
Table 4.54 Test of Homogeneity of Variances on Current Training Practices (Star Level)
In the table 'Robust tests of equality of means', there are two factors for which the 
robust tests of equality of means cannot be performed because at least one group has 
zero variance.
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Sum of 
Squares df Mean Square F Siq.
CT (Classroom Trg) Between Groups 13.675 4 3.419 4.849 .001
Wittiin Groups 98.697 140 .705
Totai 112.372 144
CT(OJT) Between Groups 3.359 4 .840 1.689 .156
Within Groups 69.606 140 .497
Totai 72.966 144
CT(CBT) Between Groups 19.061 4 4.765 6.184 .000
Within Groups 107.877 140 .771
Totai 126.938 144
CT (Facilitator) Between Groups 8.842 4 2J210 3.151 .016
Within Groups 98.220 140 .702
Totai 107.062 144
CT(Sup) Between Groups 27.148 4 6.787 8.316 .000
Within Groups 114.259 140 .816
Totai 141.407 144
CT (Mgr) Between Groups 21.163 4 5.291 5.684 .000
Within Groups 130.326 140 .931
Totai 151.490 144
CT (Trg Mettiods) Between Groups 2.993 4 .748 1.139 .341
Within Groups 92.014 140 .657
Totai 95.007 144
CT (Tecti Betiind) Between Groups 21.677 4 5.419 5.048 .001
Within Groups 150.282 140 1.073
Total 171.959 144
CT (Gd Reputation on Between Groups 24.337 4 6.084 11.251 .000
Trg) Within Groups 
Totai
75.705
100.041
140
144
.541
CT (Gd Reputation on Between Groups 25.164 4 6.291 7.617 .000
Within Groups 
Totai
115.636
140.800
140
144
.826
Table 4-55 ANOVA on Current Training Practices (Star Level)
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Robust Tests of Equality of Means*’ ®
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 5.236 4 13.552 .009
Brown-Forsythe 2.307 4 3.893 .223
CT(OJT) Welch .557 4 13.394 .697
Brown-Forsythe .948 4 4.782 .509
CT(CBT) Welch
Brown-Forsythe
CT (Facilitator) Welch 2.521 4 13.481 .090
Brown-Forsythe 2.765 4 18.799 .058
CT (Sup) Welch 7.021 4 13.823 .003
Brown-Forsythe 8.704 4 18.868 .000
CT (Mgr) Welch 4.540 4 13.877 .015
Brown-Forsythe 6.178 4 22.283 .002
CT (Trg Methods) Welch .960 4 13.971 .460
Brown-Forsythe 1.230 4 53.633 .309
CT (Tech Behind) Welch 5.649 4 13.420 .007
Brown-Forsythe 4.020 4 28.306 .011
CT (Gd Reputation on Welch
Trg) Brown-Forsythe
CT (Gd Reputation on Welch 7.464 4 14.034 .002
CBT) Brown-Forsythe 7.948 4 53.894 .000
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for CT (CBT) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed for CT (Gd Reputation on Trg) 
because at least one group has 0 variance.
Table 4.56 Robust Tests o f Equality o f Means on Current Training Practices (Star Level)
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Figure 4-4
Deta«(5-st3T) S u p *k f (4 -^ » ) Frst Class (3-star) Mc4erMe(2-)
Category
Bar Charts of Star Level Distribution
Economy (1 .«tar)
As referred to in Figure 4.4, the group 'Moderate (2-star)' as well as 'Economy (i-star)' 
have insufficient samples to run ANOVA so that this is the cause. It is not feasible 
merely to combine 'i-star' and '2-star' as there are still insufficient samples and the 
problem is still not resolved; hence, these two groups are combined with the group '3- 
star' by Syntax. As a result, three groups are generated; '3'='! to 3 star', '4'='4-star' and 
'5'='5-star'.
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
CT (Classroom Trg) 5.348 2 142 .006
CT (OJT) 3.666 2 142 .028
CT (CBT) 3.251 2 142 .042
CT (Facilitator) .187 2 142 .829
CT (Sup) 6.428 2 142 .002
CT(Mgr) 3.498 2 142 .033
CT (Trg Methods) .572 2 142 .566
CT (Tech Behind) 8.315 2 142 .000
CT (Gd Reputation on 
Trg)
3.861 2 142 .023
CT (Gd Reputation on 
CBT)
.650 2 142 .524
Table 4.57 Test of Homogeneity of Variances on Current Training Practices (Star Level)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are seven factors which have less 
than .05 significance value and so the assumption of homogeneity of variance is 
violated, i.e., 1) Classroom training is being used most of the time (Sig.=.oo6); 2) On- 
the-job training is being used most of the time (Sig.=.028); 3) CBT is being used most of 
the time (Sig.=.042); 4) Supervisors should have more training than rank-and-file staff 
(Sig.=oo2); 5) Managers should have more training than supervisory staff (Sig.=.033); 6) 
My hotel's training is considered technologically behind other hotels (Sig.=.ooo) and; 7) 
My hotel possesses a good reputation for training in the hotel industry (Sig.=.023). 
Another three factors have greater than .05 significance value and therefore the 
assumption of homogeneity of variance is not violated.
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Sum of 
Squares df Mean Square F Sig.
CT (Classroom Trg) Between Groups 9.917 2 4.958 6.872 .001
Within Groups 102.456 142 .722
Total 112.372 144
CT(OJT) Between Groups 2.834 2 1.417 2.869 .060
Within Groups 70.131 142 .494
Total 72.966 144
CT(CBT) Between Groups 18.822 2 9.411 12.361 .000
Within Groups 108.116 142 .761
Total 126.938 144
CT (Facilitator) Between Groups 1.819 2 .910 1.227 .296
Within Groups 105.243 142 .741
Total 107.062 144
CT(Sup) Between Groups 1.595 2 .798 .810 .447
Within Groups 139.812 142 .985
Total 141.407 144
CT (Mgr) Between Groups 1.961 2 .980 .931 .397
Within Groups 149.529 142 1.053
Total 151.490 144
CT (Trg Methods) Between Groups 2.672 2 1.336 2.054 .132
Within Groups 92.335 142 .650
Total 95.007 144
CT (Tech Behind) Between Groups 4.941 2 2.471 2.101 .126
Within Groups 167.017 142 1.176
Total 171.959 144
CT (Gd Reputation on Between Groups 6.256 2 3.128 4.736 .010
Trg) Within Groups 
Total
93.785
100.041
142
144
.660
CT (Gd Reputation on Between Groups 13.039 2 6.519 7.246 .001
Within Groups 
Total
127.761
140.800
142
144
.900
Table 4 .5 8 ANOVA on Current Training Practices (Star Level)
If the significance value is less than or equal to .05, then there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the three factors 
which have significance value greater than .05 in the table 'Test of homogeneity of 
variances', one factor is significantly different, i.e.. My hotel possesses a good 
reputation for CBT in the hotel industry (Sig.=ooi).
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Robust Tests of Equality of Means** *
Statistic® dfl df2 Siq.
CT (Classroom Trg) Welch 9.093 2 4.853 .023
Brown-Forsythe 2.171 2 2.315 .294
CT(OJT) Welch .707 2 4.805 .538
Brown-Forsythe 1.102 2 2.530 .453
CT (CBT) Welch
Brown-Forsythe
CT (Facilitator) Welch .811 2 4.804 .497
Brown-Forsythe 1.013 2 6.143 .417
CT(Sup) Welch .728 2 5.007 .528
Brown-Forsythe 1.123 2 4.134 .408
CT(Mgr) Welch .906 2 5.012 .461
Brown-Forsythe 1.339 2 4.370 .352
CT (Trg Methods) Welch 1.722 2 5.014 .270
Brown-Forsythe 2.513 2 12.531 .121
CT (Tech Behind) Welch 1.384 2 4.804 .335
Brown-Forsythe 1.381 2 12.880 .286
CT (Gd Reputation on Welch
Trg) Brown-Forsythe
CT (Gd Reputation on Welch 6.184 2 5.122 .043
CBT) Brown-Forsythe 8.446 2 15.085 .003
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for CT (CBT) because at least 
one group has 0 variance.
c. Robust tests of equality of means cannot be performed forCT (Gd Reputation on Trg) 
because at least one group has 0 variance.
Table 4 .59 Robust Tests o f Equality o f Means on Current Training Practices (Star Level)
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple Comparisons' which gives the results of the post-hoc tests. In the 
column labelled 'Mean Difference', if there is an asterisk (*) next to the values listed, 
this means that the two groups being compared are significantly different from one 
another. However, the 'Robust tests of equality of means' test cannot be performed for 
two of the statements and combining the existing three groups into two groups is not 
practical for comparison in this study. Hence, this is regarded as a limitation of this 
study.
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Hotels with 250 to 499 and 500 to 749 guestrooms agreed that supervisors should have 
more training than rank-and-file staff; and managers should have more training than 
supervisors compared to hotels with 750 or more guestrooms. In addition, hotels with 
250 to 499 and 500 to 749 guestrooms agreed that training in these hotels is considered 
technologically behind training in other hotels while hotels with 750 or more 
guestrooms believed that they could follow the trends in technology training. Hotels 
with 500 to 749 and 750 or more guestrooms agreed that they possess a better 
reputation for training in the hotel industry than hotels with 1 to 249 and 250 to 499 
guestrooms.
Hotels with an ARR less than $1,000 and $2,000 to $2,999 agreed that classroom 
training is being used most of the time but hotels with an ARR $4,000 or more 
disagreed. Hotels with an ARR $1,000 to $1,999 believed CBT is used most of the time 
while hotels with an ARR $4,000 or more disagreed. All hotels, except hotels with an 
ARR $4,000 or more, agreed that managers should have more training than supervisory 
staff while supervisors should have more training than rank-and-file staff. In addition, 
hotels with an ARR below $1,000, $1,000 to $1,999 arid $2,000 to $2,999 agreed that 
for these hotels training is considered technologically behind other hotels but they still 
possess a good reputation for training in the hotel industry. Hotels with an ARR $4,000 
or more believed they possessed a good reputation for CBT in the hotel industry but 
hotels with an ARR less than $1,000 disagreed.
Hotels with 750 or more staff disagreed that CBT is being used most of the time but 
hotels with 1 to 249 staff believed that they use CBT most of the time. Managers in 
hotels with 1 to 249 and 250 to 499 staffed hotels have more training than supervisors 
who also have more training than rank-and-file staff. In addition, hotels with 1 to 249 
and 250 to 499 staff believed their hotels' training was considered technologically
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behind other hotels. Hotels with 500 to 749 and 750 or more staff agreed their hotel 
possessed a good reputation for training in the hotel industry.
Qi 4 Current training practices (Descriptive)
Descriptive S tatistics
N Minimum Maximum Mean Std. Deviation
CT (Classroom Trg) 145 1 5 3.79 .883
CT(OJT) 145 2 5 4.28 .712
CT(CBT) 145 1 4 2.22 .939
CT (Facilitator) 145 2 5 3.75 .862
CT(Sup) 145 2 5 3.28 .991
CT (Mgr) 145 1 5 3.23 1.026
CT (Trg Methods) 145 2 5 4.12 .812
CT (Tech Behind) 145 1 5 2.86 1.093
CT (Gd Reputation on 
Trg)
145 1 5 3.46 .834
CT (Gd Reputation on 
CBT)
145 1 5 2.60 .989
Valid N (listwise) 145
Table 4 .60 Case Summary of Current Training Practices
Among ten current training practices, two practices have mean below 3.00, i.e., 1) My 
hotel's training is considered technologically behind other hotels (mean=2.86) and 2) 
CBT is being used most of the time (mean=2.22). These imply that participants do not 
agree that their hotels are technologically behind other hotels but they do in fact 
disagree that CBT is being used most of the time. Meanwhile, the statement 'On-the- 
job training is being used most of the time' has the highest mean among all 
(mean=4.28). Hence, this implies that participants agree that on-the-job training is 
commonly used in hotel training. Second, the strongly agreed to practice 'Different 
training methods should be applied to different levels of staff' (mean=4.i2) while 
'Classroom training is being used most of the time' are the third highest practices 
(mean=3.79). This implies that different training approaches should be targeted to 
different levels of staff such as computer-based training for managers, classroom 
training for rank-and-file staff, and so on. In addition, participants agree that apart from
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on-the-job training, classroom training is commonly adopted in hotel training; however, 
computer-based training is not treated as a commonly used training approach most of 
the time.
Qi6 Percentage of training methods currently adopted (Descriptive)
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
Classroom  Trg % 145 0 80 27.83 18.742
OJT % 145 10 100 64.62 21.263
GET % 145 0 50 7.61 9.965
Valid N (listw ise) 145
Table 4 .6 1  Case Summary of Mean o f Percentage o f Training Methods Currently Adopted
The mean of the percentage of the on-the-job training currently adopted in Hong Kong 
hotels is 64.62 percent and 27.83 percent and 7.61 percent for classroom training and 
computer-based training respectively. On-the-job training is therefore currently the 
most adopted training method in Hong Kong hotels, classroom training the second 
most adopted and computer-based training the least adopted.
Q16 Percentage of training methods currently adopted (ANOVA)
ANOVA is adopted to analyse three training methods currently adopted at 
department/hotel from Question 16 in terms of four different independent variables, 
i.e., number of guestrooms, number of staff, average room rate and star level.
Number of Guestroom
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Classroom Trg % 1.337 3 141 .265
OJT% 1.564 3 141 .201
CBT % 13.384 3 141 .000
Table 4 .6 2  Test of Hom ogeneity o f Variances on Percentage o f Training Methods Currently 
Adopted (Num ber o f Guestroom)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There is one factor which has less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e.. 
Computer-based training percentage (Sig.=.ooo). Another two factors have greater 
than .05 significance value and therefore the assumption of homogeneity of variance is 
not violated.
Sum of 
Squares df Mean Square F Siq.
Classroom Trg % Between Groups 5668.043 3 1889.348 5.931 .001
Within Groups 44915.984 141 318.553
Totai 50584.028 144
OJT% Between Groups 7750.257 3 2583.419 6.351 .000
Within Groups 57353.881 141 406.765
Total 65104.138 144
CBT% Between Groups 731.230 3 243.743 2.533 .059
Within Groups 13567.142 141 96.221
Total 14298.372 144
Table 4.63  ANO VA on Percentage of Training Methods Currently Adopted (Num ber o f Guestroom)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. In the factor which has 
significance value greater than .05 in the table Test of homogeneity of variances', both 
factors are significantly different, i.e.. Classroom training percentage (Sig.=.ooi) and 
On-the-job training percentage (Sig.=.ooo).
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The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tu key. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Classroom training percentage', the group '250 to 499', which is 
greater, is significantly different from the group '750 or more'. In addition, in 'On-the- 
job training percentage', the group 'less than 250' as well as the group '250-499', which 
is less, is significantly different from the group '750 or more'.
Robust Tests of Equality of Means
Statistic® dfl d f2 Siq.
Classroom  Trg % Welch 5.395 3 26.097 .005
Brown-Forsythe 5.166 3 27.224 .006
OJT % Welch 5.622 3 25.883 .004
Brown-Forsythe 4.986 3 21.767 .009
CBT % Welch .706 3 25.260 .558
Brown-Forsythe 1.171 3 10.679 .366
a. Asymptotically F distributed.
Table 4 .6 4  Robust Tests o f Equality o f Means on Percentage o f Training Methods Currently 
Adopted (Num ber of Guestroom)
There is one factor which has less than .05 significance value and so the assumption of 
homogeneity of variance is violated, i.e.. Computer-based training percentage 
(Sig.=.ooo). As if the assumption of homogeneity of variance is violated, the table 
'Robust tests of equality of means' is referred. The test 'Welch' is adopted and it is 
insignificantly different (Sig.=.558).
Number of Staff
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Classroom Trg % 1.185 4 140 .320
OJT % 3.599 4 140 .008
CBT % 2.786 4 140 .029
Table 4 .6 5  Test of Hom ogeneity o f Variances on Percentage o f Training Methods Currently 
Adopted (Num ber o f Staff)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are two factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e., 1) 
On-the-job training percentage (5ig.=.oo8) and 2) Computer-based training percentage 
(Sig.=.029). One additional factor has greater than .05 significance value and therefore 
the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Classroom Trg % Between Groups 6784.408 4 1696.102 5.421 .000
Within Groups 43799.620 140 312.854
Totai 50584.028 144
O JT% Between Groups 9018.258 4 2254.565 5.628 .000
Within Groups 56085.880 140 400.613
Total 65104.138 144
CBT% Between Groups 659.633 4 164.908 1.693 .155
Within Groups 13638.740 140 97.420
Totai 14298.372 144
Table 4 .6 6  ANO VA on Percentage o f Training Methods Currently Adopted (Num ber o f Staff)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the factors which 
have significance value greater than .05 in the table Test of homogeneity of variances', 
it is significantly different, i.e.. Classroom training percentage (Sig.=.ooo).
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The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Classroom training percentage', the group '750-999, which is less, 
is significantly different from the group '1 to 249', the group '250 to 499' as well as the 
group'500 to 749'.
Robust Tests of Equality of Means*’
Statistic® dfl df2 Siq.
Classroom  Trg % Welch 6.794 4 8.669 .009
Brown-Forsythe 6.973 4 105.995 .000
O JT% Welch
Brown-Forsythe
C B T % Welch 1.021 4 7.828 .453
Brown-Forsythe 2.060 4 34.331 .108
a. Asymptotically F distributed.
b. Robust tests of equality of m eans cannot be performed for OJT % because at 
least one group has 0 variance.
Table 4 .67  Robust Tests o f Equality of Means on Percentage o f Training Methods Currently
Adopted (Num ber o f Staff)
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. The test 'Welch' is adopted and one factor is 
insignificantly different, i.e.. Computer-based training percentage (Sig.=.453). 'Robust 
tests of equality of means' cannot be performed for On-the-job training percentage 
because at least one group has zero variance.
Average Room Rate
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Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Classroom Trg % 8.442 4 140 .000
OJT% 3.951 4 140 .005
CBT % 1.799 4 140 .132
Table 4 .6 8  Test o f Hom ogeneity o f Variances on Percentage of Training Methods Currently 
Adopted (Average Room Rate)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are two factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e.. 
Classroom training percentage (Sig.=.ooo) and On-the-job training percentage 
(Sig.=.ooo). One other factor has greater than .05 significance value and therefore the 
assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Classroom Trg % Between Groups 10735.069 4 2683.767 9.429 .000
Within Groups 39848.959 140 284.635
Total 50584.028 144
O JT% Between Groups 10712.688 4 2678.172 6.893 .000
Within Groups 54391.450 140 388.510
Total 65104.138 144
CBT % Between Groups 731.442 4 182.860 1.887 .116
Within Groups 13566.930 140 96.907
Total 14298.372 144
Table 4 .6 9  ANO VA on Percentage o f Training Methods Currently Adopted (Average Room Rate)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. In the factor which has 
significance value greater than .05 in the table 'Test of homogeneity of variances', it is 
insignificantly different, i.e.. Computer-based training percentage (5ig .= .ii6).
216
Robust Tests of Equality of Means
Statistic® dfl df2 Siq.
Classroom  Trg % Welch 21.439 4 34.767 .000
Brown-Forsythe 9 .478 4 61.620 .000
O JT% Welch 9.364 4 35.556 .000
Brown-Forsythe 7 .217 4 85.677 .000
C B T % Welch 4.862 4 44.628 .002
Brown-Forsythe 2 .217 4 114.922 .071
a. Asymptotically F distributed.
Table 4 .70  Robust Tests o f Equality of Means on Percentage o f Training Methods Currently 
Adopted (Average Room Rate)
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. The test 'Welch' is adopted and two factors are 
insignificantly different, i.e.. Classroom training percentage (Sig.=.ooo) and On-the-job 
training percentage (Sig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. Thus, in 'Computer-based training percentage', the group 'HK$4,ooo 
or more', which is less, is significantly different from the other four groups. In addition, 
in 'On-the-job training percentage', the group HK$4,ooo or more', which is greater, is 
significantly different from the group 'less than HK$i,ooo', the group 'HK$i,ooo to 
HK$i ,999' and the group 'HK$2,ooo to HK$2,999'.
Star Level
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Test of Homogeneity of Variances
Levene
Statistic df1 df2 Siq.
Classroom Trg % 3.730 4 140 .006
OJT% 2.604 4 140 .038
CBT% .868 4 140 .485
Table 4.71  Test o f Homogeneity of Variances on Percentage of Training Methods Currently 
Adopted (Star Level)
If the significance value of Levene's test is greater than .05, the assunnption of 
homogeneity of variance is not violated. There are two factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e.. 
Classroom training percentage (Sig.=.oo6) and On-the-job training percentage 
(Sig.=.038). One other factor has greater than .05 significance value and therefore the 
assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Classroom Trg % Between Groups 7926.202 4 1981.550 6.503 .000
Within Groups 42657.826 140 304.699
Total 50584.028 144
O JT% Between Groups 9017.234 4 2254.308 5.627 .000
Within Groups 56086.904 140 400.621
Total 65104.138 144
CBT % Between Groups 3978.574 4 994.644 13.493 .000
Within Groups 10319.798 140 73.713
Total 14298.372 144
Table 4.72 ANOVA on Percentage o f Training Methods Currently Adopted (Star Level)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. In the factor which has 
significance value greater than .05 in the table 'Test of homogeneity of variances', it is 
significantly different, i.e.. Computer-based training % (5ig.=.ooo).
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The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Tukey. 
In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values 
listed, this means that the two groups being compared are significantly different from 
one another. Thus, in 'Computer-based training percentage', the group '2-star', which is 
greater, is significantly different from the group '5-star', the group '4-star', the group '3- 
star' as well as the group 'i-star'. In addition, the group '5-star', which is greater, is 
significantly different from the group 'i-star'.
Robust Tests of Equality of Means
Statistic® dfl df2 Siq.
Classroom  Trg % Welch 6.792 4 13.335 .003
Brown-Forsythe 4.952 4 20.883 .006
OJT % Welch 10.544 4 14.403 .000
Brown-Forsythe 5.724 4 51.002 .001
CBT % Welch 10.129 4 13.744 .000
Brown-Forsythe 13.523 4 16.945 .000
a. Asymptotically F distributed.
Table 4.73  Robust Tests o f Equality o f Means on Percentage o f Training Methods Currently 
Adopted (Stare Level)
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. The test 'Welch' is adopted and two factors are 
significantly different, i.e.. Classroom training percentage (Sig.=.oo3) and On-the-job 
training percentage (5ig.=.ooo).
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc test by Dunnett 
T3. In the column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the 
values listed, this means that the two groups being compared are significantly different 
from one another. Thus, in 'On-the-job training percentage', the group '2-star', which is
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less, is significantly different from the group '5-star' and 'i-staK. In addition, in 
'Classroom training percentage', the group '5-star', which is less, is significantly 
different from the group '4-star' and the group 'g-staK.
Hotels with 250 to 499 guestrooms adopted more classroom training than hotels with 
750 or more. Hotels with 750 or more guestrooms used more on-the-job training than 
hotels with guestrooms less than 250 and 250 to 499.
Hotels with 750 to 999 staff adopted less classroom training than hotels with 1 to 249 
staff, 250 to 499 staff and 500 to 749 staff.
Hotels with ARR $4,000 or more used less classroom training than hotels with ARR less 
than $1,000, ARR $1,000 to $1,999, ARR $2,000 to $2,999 and ARR $3,000 to $3,999. 
Hotels with ARR $4,000 or more adopted more on-the-job training than hotels with 
ARR less than $1,000, ARR $1,000 to $1,999 as well as ARR $2,000 to $2,999.
2-star hotels adopted less on-the-job training than 5-star hotels and i-star hotels. 5-star 
hotels used less classroom training than 4-star and 3-star hotels. 2-star hotels adopted 
more computer-based training than other type of hotels while i-star hotel used less 
computer-based training than 5-star hotels.
Objective c: To examine preferences for training approaches from managerial
perspectives in Hong Kong hotels 
0 i2  Preferences on training methods (Descriptive)
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Crosstab
Pref (OJT)
1 2 3 Total
Guestroom less than 250 Count 4 3 0 7
Expected Count 5.2 1.3 .5 7.0
% within Guestroom 57.1% 42.9% .0% 100.0%
% within Pref (OJT) 3.7% 11.1% .0% 4.8%
% of Total 2.8% 2.1% .0% 4.8%
250-499 Count 48 13 2 63
Expected Count 46.5 11.7 4.8 63.0
% within Guestroom 76.2% 20.6% 32% 100.0%
% within Pref (OJT) 44.9% 48.1% 182% 43.4%
% of Total 33.1% 9.0% 1.4% 43.4%
500-749 Count 32 6 3 41
Expected Count 30.3 7.6 3.1 41.0
% within Guestroom 78.0% 14.6% 7.3% 100.0%
% within Pref (OJT) 29.9% 22.2% 27.3% 28.3%
% of Total 22.1% 4.1% 2.1% 28.3%
750 or more Count 23 5 6 34
Expected Count 25.1 6.3 2.6 34.0
% within Guestroom 67.6% 14.7% 17.6% 100.0%
% within Pref (OJT) 21.5% 18.5% 54.5% 23.4%
% of Total 15.9% 3.4% 4.1% 23.4%
Total Count 107 27 11 145
Expected Count 107.0 27.0 11.0 145.0
% within Guestroom 73.8% 18.6% 7.6% 100.0%
% within Pref (OJT) 100.0% 100.0% 100.0% 100.0%
% of Total 73.8% 18.6% 7.6% 100.0%
Table 4.74  
Guestroom
Crosstabulation between Preference on On-the-job Training and Num ber of
Firstly, in terms of the preference for on-the-job-training, 73.8 percent of participants 
rank this training approach as the most preferred. Regardless of number of guestrooms, 
average room rate and number of staff, the majority of participants rank on-the-job 
training as the most preferred method in every group. However, in star level, the 
majority of participants rank on-the-job training as the most preferred in every group 
except 2-star hotels.
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Crosstab
Pref (CBT)
1 2 3 Total
Guestroom less than 250 Count 2 0 5 7
Expected Count .3 12 5.5 7.0
% within Guestroom 28.6% .0% 71.4% 100.0%
% within Pref (CBT) 28.6% .0% 4.4% 4.8%
% of Total 1.4% .0% 3.4% 4.8%
250^99 Count 1 13 49 63
Expected Count 3.0 10.9 49.1 63.0
% within Guestroom 1.6% 20.6% 77.8% 100.0%
% within Pref (CBT) 14.3% 52.0% 43.4% 43.4%
% of Total .7% 9.0% 33.8% 43.4%
500-749 Count 3 5 33 41
Expected Count 2.0 7.1 32.0 41.0
% within Guestroom 7.3% 12.2% 80.5% 100.0%
% within Pref (CBT) 42.9% 20.0% 29.2% 28.3%
% of Total 2.1% 3.4% 22.8% 28.3%
750 or more Count 1 7 26 34
Expected Count 1.6 5.9 26.5 34.0
% within Guestroom 2.9% 20.6% 76.5% 100.0%
% within Pref (CBT) 14.3% 28.0% 23.0% 23.4%
% of Total .7% 4.8% 17.9% 23.4%
Total Count 7 25 113 145
Expected Count 7.0 25.0 113.0 145.0
% within Guestroom 4.8% 17.2% 77.9% 100.0%
% within Pref (CBT) 100.0% 100.0% 100.0% 100.0%
% of Total 4.8% 17.2% 77.9% 100.0%
Table 4.75  
Guestroom
Crosstabulation between Preference on Computer-based Training and Num ber of
Secondly, in terms of preference for computer-based training, 77.9 percent of 
respondents rank this training approach as the least preferred. Regardless of number of 
guestrooms, average room rate and number of staff, the majority of respondents rank 
computer-based training as the least preferred approach in every group. However, in 
star level, the majority of respondents rank computer-based training as the least 
preferred in every group except 2-star hotels.
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Pref (Classroom Trg)
1 2 3 Total
Guestroom less than 250 Count 1 4 2 7
Expected Count 1.5 4.5 1.0 7.0
% within Guestroom 14.3% 57.1% 28.6% 100.0%
% within Pref (Classroom  
Trg)
3.2% 4.3% 9.5% 4.8%
% of Total .7% 2.8% 1.4% 4.8%
250-499 Count 14 37 12 63
Expected Count 13.5 40.4 9.1 63.0
% within Guestroom 22.2% 58.7% 19.0% 100.0%
% within Pref (Classroom  
Trg)
4 5 2 % 39.8% 57.1% 43.4%
% ofTotal 9.7% 25.5% 8.3% 43.4%
500-749 Count 6 30 5 41
Expected Count 8.8 26.3 5.9 41.0
% within Guestroom 14.6% 73.2% 12.2% 100.0%
% within Pref (Classroom  
Trg)
19.4% 32.3% 23.8% 28.3%
% ofTotal 4 .1% 20.7% 3.4% 28.3%
750 or more Count 10 22 2 34
Expected Count 7.3 21.8 4.9 34.0
% within Guestroom 29.4% 64.7% 5.9% 100.0%
% within Pref (Classroom  
Trg)
32.3% 23.7% 9.5% 23.4%
% ofTotal 6.9% 15.2% 1.4% 23.4%
Total Count 31 93 21 145
Expected Count 31.0 93.0 21.0 145.0
% within Guestroom 21.4% 64.1% 14.5% 100.0%
% within Pref (Classroom  
Trg)
100.0% 100.0% 100.0% 100.0%
% ofTotal 21.4% 64.1% 14.5% 100.0%
Table 4.76 Crosstabulation between Preference on Classroom Training and Num ber o f Guestroom
Finally, in terms of preference for classroom training, 64.1 percent of participants rank 
this training approach as the second most preferred compared to on-the-job training as 
well as computer-based training. Regardless of number of guestrooms, average room 
rate and number of staff, the majority of participants rank on-the-job training as the 
second option in every group. However, in star level, the majority of participants rank 
classroom training as the second preferred option in every group except 2-star hotels. 
As a result, with the exception of 2-star hotels, on-the-job training is the most preferred 
training approach, classroom training the second most preferred while computer-based 
training is the least preferred training method.
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Number of Guestrooms
43.4 percent of participants are from hotels with guestrooms between 250 and 499,
28.3 percent are from hotels with guestrooms between 500 and 749, 23.4 percent are 
from hotels with more than 750 guestrooms and only 4.8 percent are from hotels with 
less than 250 guestrooms.
Average Room Rate
32.4 percent of participants are from hotels with an ARR between HK$i,ooo and 
HK$i ,999, 24.1 percent are from hotels with an ARR less than HK$i,ooo, 20.7 percent 
are from hotels with an ARR between HK$2,ooo and HK$2,999,17.9 percent are from 
hotels with an ARR HK$4,ooo or more and only 4.8 percent are from hotels with an ARR 
from HK$3,oooto HK$3,999.
Number of Staff
30.3 percent of participants are from hotels with 1 to 249 staff, 24.8 percent are from 
hotels with both 250 to 499 staff and 750 to 999 staff, 18.6 percent are from hotels with 
staff between 500 and 749 and only 1.4 percent are from hotels with more than 1,000 
staff.
Star Level
33.1 percent of participants are from 4-star hotels, 31.0 percent are from 5-star hotels, 
24.8 percent are from 3-star hotels, 9.0 percent are i-star hotels and only 2.1 percent 
are from 2-star hotels.
Qi 2 Preferences on training methods (ANOVA)
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ANOVA is adopted to analyse the preferences of three training methods from Question 
12 in terms of four different independent variables, i.e., number of guestrooms, number 
of staff, average room rate and star level.
Number of Guestroom
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Pref (OJT) 4.564 3 141 .004
Pref (CBT) 3.897 3 141 .010
Pref (Classroom Trg) 1.312 3 141 .273
Table 4.77 
Guestroom)
Test of Homogeneity o f Variances on Preferences on Training Methods (Num ber of
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There are two factors which have less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e.. 
On-the-job training (Sig.=.oo4) and Computer-based training (Sig.=.oio). One 
additional factor has greater than .05 significance value and therefore the assumption 
of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Pref (OJT) Between Groups 1.327 3 .442 1.174 .322
Within Groups 53.115 141 .377
Total 54.441 144
Pref (CBT) Between Groups .701 3 2 34 .788 .502
Within Groups 41.809 141 2 9 7
Total 42.510 144
Pref (Classroom Trg) Between Groups 1.423 3 .474 1.341 .264
Wthin Groups 49.887 141 .354
Total 51.310 144
Table 4.78 ANOVA on Preferences on Training Methods (Num ber o f Guestroom)
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If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. In the factor which has 
significance value greater than .05 in the table Test of homogeneity of variances', it is 
insignificantly different, i.e.. Classroom training (Sig.=.264).
R o bust T e s ts  o f Equality o f M eans
Statistic® dfl df2 Sia.
Pref (OJT) Welch .867 3 26.578 .471
Brown-Forsythe 1.147 3 63.064 .337
Pref (CBT) Welch .270 3 25.162 .847
Brown-Forsythe .473 3 15.664 .705
Pref (Classroom Trg) Welch 1.336 3 26.429 .284
Brown-Forsythe 1.269 3 33.286 .301
a. Asymptotically F distributed.
Table 4.79 Robust Tests of Equality of Means on Preferences on Training Methods (Number of 
Guestroom)
There are two factors which have less than .05 significance value and so the assumption 
of homogeneity of variance is violated, i.e.. On-the-job training (Sig.=.oo4) and 
Computer-based training (Sig.=.oio). As if the assumption of homogeneity of variance 
is violated, the table 'Robust tests of equality of means' is referred. The test 'Welch' is 
adopted and both factors are insignificantly different, i.e. On-the-job training (Sig.=.47i) 
and Computer-based training (Sig.=.847).
Number of Staff
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Pref (OJT) 4.231 4 140 .003
Pref (CBT) 1.311 4 140 .269
Pref (Classroom Trg) .671 4 140 .613
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Table 4.80 
Staff)
Test of Homogeneity of Variances on Preferences on Training Methods (Number of
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There is a factor which has less than .05 
significance value and so the assumption of homogeneity of variance is violated, i.e.. 
On-the-job training (Sig.=.oo3). Another two factors have greater than .05 significance 
value and therefore the assumption of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Pref (OJT) Between Groups 1.458 4 .365 .963 .430
Within Groups 52.983 140 .378
Total 54.441 144
Pref (CBT) Between Groups .366 4 .092 .304 .875
Within Groups 42.144 140 .301
Totai 42.510 144
Pref (Classroom Trg) Between Groups 1.648 4 .412 1.161 .331
Within Groups 49.662 140 .355
Totai 51.310 144
Table 4.81 ANOVA on Preferences on Training Methods (Number of Staff)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among the factors which 
have significance value greater than .05 in the table 'Test of homogeneity of variances', 
both are insignificantly different, i.e.. Classroom training (Sig.=.33i) and Computer- 
based training (Sig.=.8y5).
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Robust Tests of Equality of Means’’*”''*
Statistic® df1 df2 Siq.
Pref (OJT) Welch
Brown-Forsythe
Pref (CBT) Welch
Brown-Forsythe
Pref (Classroom Trg) Welch
Brown-Forsythe
a. Asymptotically F distributed.
b. Robust tests of equality of means cannot be performed for Pref (OJT) because at 
least one group has 0 variance.
c. Robust tests of equality of means cannot be performed for Pref (CBT) because at 
least one group has 0 variance.
d. Robust tests of equality of means cannot be performed for Pref (Classroom Trg) 
because at least one group has 0 variance.
Table 4.82 
Staff)
Robust Tests of Equality of Means on Preferences on Training Methods (Number of
As if the assumption of homogeneity of variance is violated, the table 'Robust tests of 
equality of means' is referred. However, Robust tests of equality of means cannot be 
performed for On-the-job training and Computer-based training because at least one 
group has zero variance.
Average Room Rate
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Pref (OJT) 1.144 4 140 .338
Pref (CBT) 2.040 4 140 .092
Pref (Classroom Trg) 1.338 4 140 .259
Table 4.83 
Rate)
Test of Homogeneity of Variances on Preferences on Training Methods (Average Room
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There is no factor which has less than .05 
significance value which means the assumption of homogeneity of variance is violated.
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All three factors have greater than .05 significance value and therefore the assumption 
of homogeneity of variance is not violated.
Sum of 
Squares df Mean Square F Siq.
Pref (OJT) Between Groups .791 4 .198 .516 .724
Within Groups 53.650 140 .383
Totai 54.441 144
Pref (CBT) Between Groups 1.119 4 2 8 0 .946 .439
Within Groups 41.392 140 296
Totai 42.510 144
Pref (Classroom Trg) Between Groups 2 24 8 4 .562 1.604 .177
Within Groups 49.062 140 .350
Totai 51.310 144
Table 4.84 ANOVA on Preferences on Training Methods (Average Room Rate)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among those factors which 
have significance value greater than .05 in the table 'Test of homogeneity of variances', 
they are insignificantly different, i.e.. On-the-job training (Sig.=.y24), Computer-based 
training (Sig.=.439) and Classroom training (Sig.=.i77).
Star Level
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Siq.
Pref (OJT) .948 4 140 .438
Pref (CBT) 2.146 4 140 .078
Pref (Classroom Trg) 1.534 4 140 .196
Table 4.85 Test of Homogeneity of Variances on Preferences on Training Methods (Star Level)
If the significance value of Levene's test is greater than .05, the assumption of 
homogeneity of variance is not violated. There is no factor which has less than .05
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significance value and so the assumption of homogeneity of variance is violated. All 
three factors have greater than .05 significance value and therefore the assumption of 
homogeneity of variance is not violated, i.e. On-the-job training (Sig.=.438), Computer- 
based training (Sig.=.oy8) and Classroom training (Sig.=.ig6).
Sum of 
Squares df Mean Square F Siq.
Pref (OJT) Between Groups .865 4 216 .565 .688
Within Groups 53.577 140 .383
Totai 54.441 144
Pref (CBT) Between Groups 3.595 4 .899 3.234 .014
Within Groups 38.915 140 2 78
Totai 42.510 144
Pref (Classroom Trg) Between Groups 1.835 4 .459 1298 .274
Within Groups 49.476 140 .353
Total 51.310 144
Table 4.86 ANOVA on Preferences on Training Methods (Star Level)
If the significance value is less than or equal to .05, there is a significant difference 
somewhere among the mean scores on dependent variable for the groups but it does 
not reveal which group is different from which other group. Among those factors which 
have significance value greater than .05 in the table Test of homogeneity of variances', 
one factor is significantly different, i.e.. Computer-based training percentage 
(Sig.=.oi4).
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Multiple Comparisons
Pref (CBT) 
Dunnett T3
fl) Cateaorv fj)  Cateaorv
Mean 
Difference (1- 
J) Std. Error Siq.
95% Confidence Interval
Lower Bound UonerBound
Deluxe (5-star) Superior (4-star) .007 .102 1.000 -.29 .30
First Class (3-star) .056 .111 1.000 -2 6 .37
Moderate (2-star) 1.111 .670 .687 -4.49 6.71
Economy (1-star) .085 .188 1.000 -.52 .69
Superior (4-star) Deluxe (5-star) -.007 .102 1.000 -.30 29
First Class (3-star) .049 .113 1.000 -2 8 .37
Moderate (2-star) 1.104 .671 .691 -4.48 6.69
Economy (1-star) .079 .190 1.000 -.53 .68
First Class (3-star) Deluxe (5-star) -.058 .111 1.000 -.37 .26
Superior (4-star) -.049 .113 1.000 -.37 28
Moderate (2-star) 1.056 .672 .720 -4.49 6.60
Economy (1-star) .030 .195 1.000 -.58 .64
Moderate (2-star) Deluxe (5-star) -1.111 .670 .687 -6.71 4.49
Superior (4-star) -1.104 .671 .691 -6.69 4.48
First Class (3-star) -1.056 .672 .720 -6.60 4.49
Economy(l-star) -1.026 .689 .751 -6.13 4.08
Economy(l-star) Deluxe (5-star) -.085 .188 1.000 -.69 .52
Superior (4-star) -.079 .190 1.000 -.68 .53
First Class (3-star) -.030 .195 1.000 -.64 .58
Moderate (2-star) 1.026 .689 .751 -4.08 6.13
Table 4.87 Robust Tests of Equality of Means on Preferences on Training Methods (Star Level)
The statistical significance of the differences between each pair of groups is provided in 
the table 'Multiple comparisons' which gives the results of the post-hoc tests. In the 
column labelled 'Mean difference (l-J)', if there is an asterisk (*) next to the values listed, 
this means that the two groups being compared are significantly different from one 
another. However, the 'Robust tests of equality of means'test cannot be performed for 
this factor. Hence, this is regarded as a limit of this study.
Objective d: To identify factors when considering training methods to be used in the 
Hong Kong hotel industry 
O12 Factors influencing the training approaches adopted in Hong Kong hotels (Z-value) 
There are seven factors when considering which training approach to be used in Hong 
Kong hotels, i.e., the material to be presented, the number of participants, the 
background/ability of participants, the kind/amount of equipment available, the
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duration of the training, the results to be achieved and the cost of the training. In this 
survey, i  is the most often considered factor and 7 is the least often considered factor. 
The following are procedures of calculating Z-value in converting ranks into scale value 
(Smith & Albaum, 2005):
1. Compute the interval of percentile between each rank:
When Z-value is adopted, the percentiles to the standard normal distribution curve are 
converted. Each end of the standard normal distribution curve is infinite (or converge to 
infinity) so that the end point cannot be detected. The first step is to compute the 
interval of percentile between ranks. There are seven ranks and the interval of 
percentile between each rank is:
Interval = 100/N = 100/7 = 14.3
Once the percentile of the top rank is determined as X, the percentile of the following 
rank is X + 14.3.
Ranki Rank 2 Rank 3 Rank 4
This Case X X+14.3% X+28.6% X+42.9%
2. Determine the percentile for the top rank (or Rank 1):
The percentile for the top rank is: The top percentile = 100/2N = 100/(2x7) = 714 
Ranki Rank 2 Rank 3 Rank 4
This Case 7.14% 21.44% 35.74% 50.04%
3. Find the Z-value based on the percentile determined in Step 2:
Using the normal distribution table, Z-value based on percentile computed in Step 2 is 
found.
For example, 7.14% = 0.0714
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From the table, the Z-value for 0.0714 is found to be 1.47. Since it is the left side of the 
mid-point in the normal distribution curve, a negative sign is inserted. Thus, its Z-value 
would be -1.47.
Ranki Rank 2 Rank 3 Rank 4 Rank 5
Percentile 7.14% 21.44% 35.74% 50.04% 64.34%
Z-value -1.47 -0.79 -0.37 0 0.37
Thus, the smaller the number in the final rank, the more important comparatively the 
factor.
Number of Guestrooms
less than 250
Rank Material Number Background Equipment Duration Results Cost Z
1 2 0 0 0 2 0 3 -1-47
2 2 0 2 0 2 1 0 -0.79
3 0 2 0 3 0 0 2 -0.37
4 1 2 3 1 0 0 0 0
5 0 2 2 1 1 0 0.37
6 1 1 1 0 1 2 1 0.79
7 1 0 0 1 1 3 1 1.47
-2.26 0.79 -0.42 1.1 -1.89 5.57 -2.89
7 7 7 7 7 7 7
Final Rank -0.32286 0.112857 -0.06 0.157143 -0.27 0-795714 -0.41286
Cost is the most often considered factor when deciding which training approach is to be 
adopted in Hong Kong hotels with less than 250 guestrooms. Material to be used is the 
second most often considered factor while duration of training is the third most often 
considered.
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250-499
Rank Material Number Background Equipment Duration Results Cost Z
1 12 1 9 2 6 15 18 -1.47
2 6 15 10 4 17 9 2 -0.79
3 5 15 19 4 5 11 4 -0.37
4 15 9 6 9 2 0
5 8 9 5 17 9 3 12 0.37
6 6 6 2 16 13 9 11 0.79
7 15 6 3 11 7 7 14 1.47
5.52 -1.98 -20.32 27.52 -0.21 -14.72 4.19
63 63 63 63 63 63 63
Final Rank 0.087619 -0.03143 -0.32254 0.436825 -0.00333 -0.23365 0.066508
Background/Ability of trainees is the most often considered factor when deciding which 
training approach to be adopted in Hong Kong hotels with guestrooms between 250 
and 499. Results to be achieved is the second most often considered factor while 
number of trainees is the third most often considered.
500-749
Rank Material Number Background Equipment Duration Results Cost Z
1 6 1 9 4 8 10 3 -1.47
2 8 8 4 1 3 12 5 -0.79
3 6 5 9 5 6 3 7 -0.37
4 4 8 8 6 7 4 4 0
5 3 5 7 10 8 2 7 0.37
6 8 3 3 10 6 2 8 0.79
7 6 11 1 5 3 8 7 1.47
-1.11 10.75 -13.29 10.43 -4.24 -11.21 8.25
41 41 41 41 41 41 41
Final Rank -0.02707 0.262195 -0.32415 0.25439 -0.10341 -0.27341 0.20122
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with 500 to 749 guestrooms. 
Results to be achieved is the second most often considered factor while duration of 
training is the third most often considered.
750 or more
Rank Material Number Background Equipment Duration Results Cost Z
1 8 0 10 5 3 2 6 -1.47
2 10 3 4 6 1 5 5 -0.79
3 5 6 6 7 3 6 1 -0.37
4 3 2 7 9 3 6 3 0
5 3 6 3 6 11 3 4 0.37
6 5 7 3 1 9 3 5 0.79
7 0 10 1 0 4 9 10 1.47
-16.45 17.86 -15.13 -11.67 10.75 7.6 6.99
34 34 34 34 34 34 34
Final Rank -0.48382 0.525294 -0.445 -0.34324 0.316176 0.223529 0.205588
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Material to be used is the most often considered factor when deciding which training 
approach is to be adopted in Hong Kong hotels with more than 750 guestrooms. 
Background/Ability of trainees is the second most often considered factor while 
equipment available is the third most often considered.
Average Room Rate
less than HK$i,ooo
Rank Material Number Backqrounc Equipment Duration Results Cost Z
1 5 0 4 2 6 8 10 -1.47
2 5 8 4 1 9 7 1 -0.79
3 5 10 9 3 3 3 2 -0.37
4 8 8 8 6 2 2 1 0
5 3 3 5 10 5 2 7 0.37
6 3 4 3 6 8 3 8 0.79
7 6 2 2 7 2 10 6 1.47
-0.85 -2.81 -5.21 13.89 -5-93 -0.59 1-5
35 35 35 35 35 35 35
Final Rank -0.02429 -0.08029 -0.14886 0.396857 -0.16943 -0.01686 0.042857
Duration of training is the most often considered factor when deciding which training 
approach is to be adopted in Hong Kong hotels with an ARR less than HK$i,ooo. 
Background/Ability of trainees is the second most often considered factor while 
number of trainees is the third most often considered.
HK$i,ooo-HK$i,999
Rank Material Number Backqrounc Equipment Duration Results Cost Z
1 8 1 7 3 7 15 6 -1.47
2 9 11 5 2 4 12 3 -0.79
3 5 7 15 5 7 2 6 -0.37
4 4 11 7 6 4 4 0
5 10 7 4 10 8 2 8 0.37
6 8 3 3 11 10 5 6 0.79
7 3 7 2 9 5 7 14 1.47
-6.29 2-5 -13 17.78 2.17 -17.29 14.87
47 47 47 47 47 47 47
Final Rank -0.13383 0.053191 -0.2766 0.378298 0.04617 -0.36787 0.316383
Results to be achieved is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with an ARR between HK$i,ooo 
and HK$i ,999. Background/Ability of trainees is the second most often considered 
factor while material to be used is the third most often considered.
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H K $ 2 ,o oo -H K $ 2 ,9 9 9
Rank Material Number Background Equipment Duration Results Cost Z
1 5 1 6 0 4 3 11 -1.47
2 2 6 6 1 8 4 3 -0.79
3 2 4 6 4 3 8 4 -0.37
4 5 3 8 3 5 4 1 0
5 0 8 2 12 6 2 1 0.37
6 7 1 1 9 2 4 5 0.79
7 9 7 1 1 2 5 5 1.47
9.09 6.35 -12.78 10.75 -6.57 0.72 -8.35
30 30 30 30 30 30 30
Final Rank 0.303 0.211667 -0.426 0.358333 -0.219 0.024 -0.27833
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with an ARR from HK$2,ooo to 
HK$2,999. Cost of training is the second most often considered factor while duration of 
training is the third most often considered.
HK$3,ooo-HK$3,999
Rank Material Number Backqrounc Equipment Duration Results Cost Z
1 1 0 1 0 2 1 2 -1.47
2 0 0 2 0 1 3 1 -0.79
3 0 3 0 2 1 0 1 -0.37
4 1 2 2 0 1 0 0
5 0 2 2 1 0 1 0.37
6 1 1 0 1 1 1 2 0.79
7 4 1 0 0 1 1 0 1.47
5-2 1.52 -2.31 0.79 -1.47 -1.58 -2.15
7 7 7 7 7 7 7
Final Rank 0.742857 0.217143 -0.33 0.112857 -0.21 -0.22571 -0.30714
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with an ARR between 
HK$3,ooo and HK$3,999. Cost is the second most often considered factor while results 
to be achieved is the third most often considered.
HK$4,ooo or more
Rank Material Number Background Equipment Duration Results Cost Z
1 9 0 10 6 0 0 1 -1.47
2 10 1 3 7 1 1 4 -0.79
3 4 4 4 5 0 7 1 -0.37
4 1 0 4 7 3 8 3 0
5 1 3 3 1 9 3 6 0.37
6 1 8 2 0 8 3 4 0.79
7 0 10 0 0 5 4 7 1.47
-21.45 19.86 -15.86 -15.83 16.21 5.98 10.67
26 26 26 26 26 26 26
Final Rank -0.825 0.763846 -0.61 -0.60885 0.623462 0.23 0.410385
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Material to be used is the most often considered factor when deciding which training 
approach is to be adopted in Hong Kong hotels with an ARR more than HK$4,ooo. 
Background/ability of trainees is the second most often considered factor while 
equipment available is the third most often considered.
Number of Staff
1-249
Rank Material Number Background Equipment Duration Results Cost Z
1 6 1 5 2 6 14 10 -1.47
2 7 9 6 2 12 8 0 -0.79
3 6 10 10 6 3 3 6 -0.37
4 7 11 11 7 3 4 1 0
5 6 3 7 8 8 2 10 0.37
6 4 6 2 8 9 7 8 0.79
7 8 4 3 11 3 6 9 1.47
0.57 -0.55 -7.21 18.71 -4-93 -12.92 6.33
44 44 44 44 44 44 44
Final Rank 0.012955 -0.0125 -0.16386 0.425227 -0.11205 -0.29364 0.143864
Results to be achieved is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with i  to 249 staff. 
Background/Ability of trainees is the second most often considered factor while 
duration of training is the third most often considered.
250-499
Rank Material Number Background Equipment Duration Results Cost Z
1 6 1 6 3 4 5 11 -1.47
2 4 11 5 0 7 7 2 -0.79
3 3 7 10 1 4 7 4 -0.37
4 6 2 9 6 7 4 2 0
5 4 8 2 11 7 2 3 0.37
6 4 1 3 12 6 4 5 0.79
7 9 6 1 3 1 7 9 1.47
4.78 -0.18 -11.89 13.18 -4.09 -1.28 -0.94
36 36 36 36 36 36 36
Final Rank 0.132778 -0.005 -0.33028 0.366111 -0.11361 -0.03556 -0.02611
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with 250 to 499 staff. Duration 
of training is the second most often considered factor while results to be achieved is the 
third most often considered.
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500-749
Rank Material Number Background Equipment Duration Results Cost Z
1 6 0 7 0 6 4 4 -1.47
2 3 3 5 2 1 8 5 -0.79
3 2 5 6 4 5 3 2 -0.37
4 4 7 4 3 3 3 3 0
5 0 5 4 9 4 2 3 0.37
6 7 1 1 6 4 2 6 0.79
7 5 6 0 3 4 5 4 1.47
0.95 7.24 -14.19 9.42 -0.94 -3.64 1.16
27 27 27 27 27 27 27
Final Rank 0.035185 0.268148 -0.52556 0.348889 -0.03481 -0.13481 0.042963
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in Hong Kong hotels with 500 to 749 staff. Results to 
be achieved is the second most often considered factor while duration of training is the 
third most often considered.
750-999
Rank Material Number Background Equipment Duration Results Cost Z
1 9 0 10 6 3 3 5 -1.47
2 11 3 4 7 3 3 5 -0.79
3 5 6 8 8 1 7 1 -0.37
4 2 3 8 8 3 8 3 0
5 4 5 3 6 10 3 7 0.37
6 5 8 2 1 10 3 6 0.79
7 0 1 0 6 9 9 1.47
-18.34 1975 -16.66 -14.3 13-27 7-34 8.89
36 36 36 36 36 36 36
Final Rank -0.50944 0.548611 -0.46278 -0.39722 0.368611 0.203889 0.246944
Material to be used is the most often considered factor when deciding which training 
approach is to be adopted in Hong Kong hotels with 750 to 999 staff. 
Background/Ability of trainees is the second most often considered factor while 
equipment available is the third most often considered.
1000 or m ore
Rank Material Number Background Equipment Duration Results Cost Z
1 1 0 0 0 0 1 0 -1.47
2 1 0 0 0 0 1 0 -0.79
3 0 0 0 0 1 0 1 -0.37
4 0 0 1 1 0 0 0 0
5 0 1 0 1 0 0 0 0.37
6 0 1 1 0 0 0 0 0.79
7 0 0 0 0 1 0 1 1.47
-2.26 1.16 0.79 0.37 1.1 -2.26 1.1
2 2 2 2 2 2 2
Final Rank -1.13 0.58 0.395 0.185 0.55 -1.13 0.55
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Material to be used as well as results to be achieved are the most often considered 
factor when deciding which training approach is to be adopted in Hong Kong hotels 
with more than 1,000 staff. Equipment available is the third most often considered 
factor.
Star Level
5-star
Rank Material Number Background Equipment Duration Results Cost Z
1 14 2 14 7 0 7 1 -1.47
2 15 3 6 8 4 5 5 -0.79
3 6 8 8 7 2 9 4 -0.37
4 3 3 7 11 6 10 5 0
5 4 6 5 6 14 4 6 0.37
6 2 9 5 5 10 5 9 0.79
7 1 14 0 1 9 5 15 1.47
-30.12 21.64 -22.48 -11.56 22.41 -479 24.48
45 45 45 45 45 45 45
Final Rank -0.66933 0.480889 -0.49956 -0.25689 0.498 -0.10644 0.544
Material to be used is the most often considered factor when deciding which training 
approach is to be adopted in Hong Kong 5-star hotels. Background/Ability of trainees is 
the second most often considered factor while equipment available is the third most 
often considered.
Rank Material Number Background Equipment Duration Results Cost Z
1 9 0 8 2 8 14 7 -1.47
2 6 12 7 0 6 13 4 -0.79
3 5 7 10 9 7 4 7 -0.37
4 11 6 11 9 4 4 2 0
5 2 8 6 12 9 1 11 0.37
6 9 5 1 10 12 2 8 0.79
7 6 10 5 6 2 10 9 1.47
-3-15 9 54 -10.63 14.89 -3 34 -15.68 7.58
48 48 48 48 48 48 48
Final Rank -0.06563 0.19875 -0.22146 0.310208 -0.06958 -0.32667 0.157917
Results to be achieved is the most often considered factor when deciding which 
training approach is to be adopted in 4-star Hong Kong hotels. Background/Ability of 
trainees is the second most often considered factor while duration of training is the 
third most often considered.
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3 -s ta r
Rank Material Number Background Equipment Duration Results Cost Z
1 2 0 5 2 6 5 16 -1.47
2 2 7 4 2 9 8 3 -0.79
3 4 8 12 1 5 5 1 -0.37
4 3 10 10 4 4 4 1 0
5 6 6 3 5 3 4 0.37
6 8 2 2 8 5 5 5 0.79
7 3 0 8 2 6 6 1.47
18.71 -0.28 -12.26 17.26 -9.04 -1.64 -12.01
36 36 36 36 36 36 36
Final Rank 0.519722 -0.00778 -0.34056 0-479444 -0.25111 -0.04556 -0.33361
Background/Ability of trainees is the most often considered factor when deciding which 
training approach is to be adopted in 3-star Hong Kong hotels. Cost of training is the 
second most often considered factor while duration of training is the third most often 
considered.
2-star
Rank Material Number Background Equipment Duration Results Cost Z
1 2 0 0 0 0 1 0 -1.47
2 0 0 2 1 0 0 0 -0.79
3 1 0 0 0 0 0 2 -0.37
4 0 1 1 1 0 0 0 0
5 0 1 0 1 0 0 1 0.37
6 0 1 0 0 1 1 0 0.79
7 0 0 0 0 2 1 0 1.47
-331 1.16 -1.58 -0.42 373 0.79 -0.37
3 3 3 3 3 3 3
Final Rank -1.10333 0.386667 -0.52667 -0.14 1-243333 0.263333 -0.12333
Material to be used is the most often considered factor when deciding which training 
approach is to be adopted in 2-star Hong Kong hotels. Background/Ability of trainees is 
the second most often considered factor while cost of training is the third most often 
considered.
Rank Material Number Background Equipment Duration Results Cost Z
1 0 1 0 5 0 6 -1.47
2 3 4 1 0 4 1 0 -0.79
3 0 5 4 2 0 2 0 -0.37
4 2 3 4 0 2 1 1 0
5 2 1 2 5 1 1 1 0.37
6 1 0 1 4 1 3 3 0.79
7 4 0 0 2 0 5 2 1.47
3 57 -4.64 -2.21 7.21 -9.35 8.56 -3.14
13 13 13 13 13 13 13
Final Rank 0.274615 -0.35692 -0.17 0.554615 -0.71923 0.658462 -0.24154
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Duration of training is the most often considered factor when deciding which training 
approach is to be adopted in i-star Hong Kong hotels. Number of trainees is the second 
most often considered factor while cost of training is the third most often considered.
In the abovementioned tables, there are three factors ranking first, second and third in 
each section. Taking all the counts of the first three factors, the following table is a 
summary to further categorise the frequency and importance of seven factors:
Rank Material Number Background Equipment Duration Results Cost
1 6 0 7 0 2 4 1
2 1 1 9 0 1 3 3
3 1 2 0 5 7 2 2
Final Rank a.38 2.67 1.56 3.00 2.50 1.78 2.17
The smaller the final rank, the more important the factor is to be considered. 'Material 
to be presented' is the first factor to be considered, which training approach to be used 
in Hong Kong hotels as the final rank is 1.38, 'Background/Ability of participants' comes 
second (final rank=i.56) while 'Results to be achieved' (final rank=i.y8) is the third 
factor. Regardless of the relative importance, 'Background/Ability of participants' is the 
most frequently considered factor, 'Duration of the training' is the second most 
frequently considered factor while 'Results to be achieved' is the third.
4.4 Analysis of Aim 5 - To investigate CBT adoption in the Hong Kong hotel 
industry
Objective a: To examine the level of CBT adoption in Hong Kong hotels
Ü17 Current CBT adoption (Descriptive)
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55-9 percent of participants do not use computer-based training to train their staff in 
their departments or properties while 44.1 percent of respondents adopt computer- 
based training in their training frequently.
G uestroom  *  CB T U sage C ro s s ta b u la tio n
CBT Usage
TotalYes No
Guestroom less than 250 Count
Expected Count 
% within Guestroom  
% within CBT Usage  
% of Totai
3
3.1
42.9%
4.7%
2.1%
4
3.9
57.1%
4.9%
2.8%
7
7.0
100.0%
4.8%
4.8%
250-499 Count
Expected Count 
% within Guestroom  
% within CBT Usage  
% of Totai
20
27.8
31.7%
31.3%
13.8%
43
35.2
68.3%
53.1%
29.7%
63
63.0
100.0%
43.4%
43.4%
500-749 Count
Expected Count 
% within Guestroom 
% within CBT Usage  
% of Total
19
18.1
46.3%
29.7%
13.1%
22
22.9
53.7%
27.2%
15.2%
41
41.0
100.0%
28.3%
28.3%
750 or more Count
Expected Count 
% within Guestroom 
% within CBT Usage  
% of Total
22
15.0
64.7%
34.4%
15.2%
12
19.0
35.3%
14.8%
8.3%
34
34.0
100.0%
23.4%
23.4%
Total Count
Expected Count 
% within Guestroom 
% within CBT Usage  
% of Total
64
64.0
44.1%
100.0%
44.1%
81
81.0
55.9%
100.0%
55.9%
145
145.0
100.0%
100.0%
100.0%
Table 4.88 Crosstabulation between CBT Usage and Number of Guestroom
Of the 55.9 percent of participants who do not use computer-based training in their 
departments or properties, in terms of number of guestrooms, 29.7 percent are from 
hotels with guestrooms between 250 and 499 and 15.2 percent are from hotels with 
guestrooms from 500 to 749 as well as hotels with 750 or more guestrooms. Apart from 
hotels with 750 or more guestrooms, there are more non-CBT-users than CBT-users in
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other categories of the Hong Kong hotels. In hotels with guestrooms less than 250, 
there are 2.8 percent non-CBT-users with 2.1 percent CBT-users. In hotels with 
guestrooms between 250 and 499, 29.7 percent of participants are not CBT-adopters 
while only 13.8 percent are CBT-adopters. In hotels with guestrooms between 500 and 
749, the ratio between CBT-adopter (13.1 percent) and non-CBT-adopter (15.2 percent) 
is similar. However, this situation is different in hotels with more than 750 guestrooms. 
There are more CBT-users (15.2 percent) than non users (8.3 percent).
A R R * CB T U sage C rosstabulation
CBT Usage
Yes No Total
ARR less than HK$1,000 Count
Expected Count 
% within ARR 
% within CBT Usage 
% of Total
9
15.4
25.7%
14.1%
6.2%
26
19.6
74.3%
32.1%
17.9%
35
35.0
100.0%
24.1%
24.1%
H K$ 1 ,000 -H K $ 1,999 Count
Expected Count 
% within ARR 
% within CBT Usage  
% of Total
22
20.7
46.8%
34.4%
15.2%
25
26.3
53.2%
30.9%
17.2%
47
47.0
100.0%
32.4%
32.4%
HK$2,000 - HK$2,999 Count
Expected Count 
% within ARR 
% within CBT Usage 
% of Total
11
13.2
36.7%
17.2%
7.6%
19
16.8
63.3%
23.5%
13.1%
30
30.0
100.0%
20.7%
20.7%
HK$3,000 - HK$3,999 Count
Expected Count 
% within ARR 
% within CBT Usage  
% of Total
1
3.1
14.3%
1.6%
.7%
6
3.9
85.7%
7.4%
4.1%
7 
7.0 
100.0% 
4.8%  
4.8% .
HK$4,000 or more Count
Expected Count 
% within ARR 
% within CBT Usage 
% of Total
21
11.5
80.8%
32.8%
14.5%
5
14.5
19.2%
6.2%
3.4%
26
26.0
100.0%
17.9%
17.9%
Total Count
Expected Count 
% within ARR 
% within CBT Usage 
% of Total
64
64.0
44.1%
100.0%
44.1%
81
81.0
55.9%
100.0%
55.9%
145
145.0
100.0%
100.0%
100.0%
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Table 4.89 Crosstabulation between CBT Usage and Average Room Rate
in the ARR category, of the 55.9 percent of participants who do not use computer- 
based training, 17.9 percent of participants are from hotels with an ARR less than 
HK$i,ooo and 17.2 percent of respondents are from hotels with an ARR from HK$i,ooo 
to HK$i ,999. 15.2 percent from hotels with an ARR between HK$i,ooo and HK$i,999 
are CBT users. Apart from hotels with an ARR more than HK$4,ooo, there are more 
non-CBT-users than CBT-users in other categories of the Hong Kong hotels. In hotels 
with an ARR less than HK$i,ooo, there are 17.9 percent who are non-CBT-users with 6.2 
percent CBT-users. In hotels with an ARR between HK$i,ooo and HK$i,999, 17.2 
percent of participants are not CBT-adopters while only 15.2 percent are CBT-adopters. 
In hotels with an ARR between HK$2,ooo and HK$2,999, there are 7.6 percent CBT- 
adopters and 13.1 percent non-CBT-adopters. 4.1 percent of non-CBT-adopters and 0.7 
percent CBT-adopters are from hotels with an ARR from HK$3,ooo to HK$3,999. 
However, this situation is different in hotels with an ARR more than HK$4,ooo. There 
are more CBT-adopters (14.5 percent) than non-adopters (3.4 percent).
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s ta ff*  CBT Usage Gros stabulation
C B T U sage
Yes No Total
staff 1-249 C ount
Expected C ount 
%  within Staff 
%  within C B T  U sage  
% of Total
17
19.4
3 8.6%
2 6.6%
11.7%
27
24.6
6 1 .4 %
3 3.3 %
18.6%
4 4
4 4.0
100.0%
30.3%
30.3%
2 50 -4 9 9 C ount
Expected C ount 
% within Staff 
% within C B T U sage  
% of Total
13
15.9
3 6.1%
2 0.3%
9.0%
23
20.1
6 3 .9 %
2 8.4 %
15.9%
36
36.0
100.0%
24.8%
24.8%
5 00 -7 4 9 C ount
Expected C ount 
%  within Staff 
%  within C B T  U sag e  
% of Total
10
11.9
37 .0%
15.6%
6.9%
17
15.1
63 .0%
21.0%
11.7%
27
27.0
100.0%
18.6%
18.6%
7 50 -9 9 9 C ount
Expected C ount 
% within Staff 
%  within C B T  U sag e  
% of Total
23
15.9
63 .9%
35.9%
15.9%
13
20.1
36.1%
16.0%
9.0%
36
36.0
100.0%
24.8%
24.8%
1000 or m ore C ount
Expected C ount 
% within Staff 
%  within C B T  U sage  
% of Total
1
.9
50.0%
1.6%
.7%
1
1.1
50.0%
1.2%
.7%
2
2.0
100.0%
1.4%
1.4%
Total C ount
Expected C ount 
% within Staff 
% within C B T U sage  
%  of Total
64
6 4.0
4 4 .1 %
100.0%
4 4 .1 %
81
81.0
55.9%
100.0%
5 5.9%
145
145 .0
100.0%
100.0%
100.0%
Table 4.90 Crosstabulation between CBT Usage and Number of Staff
Of the 55.9 percent of participants who do not use computer-based training, in terms of 
number of hotel staff, 18.6 percent are from hotels with a staff number between 1 and 
249 and 15.9 percent are from hotels with a staff number from 250 to 499 as well as 
between 750 and 999. Apart from hotels with a staff number between 750 and 999, 
there are more non-CBT-users than CBT-users. In hotels with a staff number less than
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250, there are 18.6 percent non-CBT-users with 11.7 percent CBT-users. In hotels with a 
staff number between 250 and 499,15.9 percent of participants are not CBT-adopters 
while only 9.0 percent are CBT-adopters. In hotels with 500 to 749 staff, there are 6.9 
percent CBT-adopters and 11.7 percent non-CBT-adopters. 0.7 percent of non-CBT- 
adopters and 0.7 percent CBT-adopters are from hotels with 1,000 or more staff. 
However, this situation is different in hotels with 750 to 999 staff. There are more CBT- 
adopters (15.9 percent) than non-CBT-adopters (9.0 percent).
C ateg ory *  CBT Usage C rosstabulation
CBT Usage
TotalYes No
Category Deluxe (5-star) Count 36 9 45
Expected Count 19.9 25.1 45.0
% within Category 80.0% 20.0% 100.0%
% within CBT Usage 56.3% 11.1% 31.0%
% of Total 24.8% 6.2% 31.0%
Superior (4-star) Count 12 36 48
Expected Count 21.2 26.8 48.0
% within Category 25.0% 75.0% 100.0%
% within CBT Usage 18.8% 44.4% 33.1%
% of Total 8.3% 24.8% 33.1%
First Class (3-star) Count 12 24 36
Expected Count 15.9 20.1 36.0
% within Category 33.3% 66.7% 100.0%
% within CBT Usage 18.8% 29.6% 24.8%
% of Total 8.3% 16.6% 24.8%
Moderate (2-star) Count 3 0 3
Expected Count 1.3 1.7 3.0
% within Category 100.0% .0% 100.0%
% within CBT Usage 4.7% .0% 2.1%
% ofTotal 2.1% .0% 2.1%
Economy(l-star) Count 1 12 13
Expected Count 5.7 7.3 13.0
% within Category 7.7% 92.3% 100.0%
% within CBT Usage 1.6% 14.8% 9.0%
% ofTotal .7% 8.3% 9.0%
Total Count 64 81 145
Expected Count 64.0 81.0 145.0
% within Category 44.1% 55.9% 100.0%
% within CBT Usage 100.0% 100.0% 100.0%
% ofTotal 44.1% 55.9% 100.0%
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Table 4.91 Crosstabulation between CBT Usage and Star Level
Of the 55.9 percent of participants who do not use computer-based training in their 
departments, in terms of category (the star level system of Forbes Travel Guide), 24.8 
percent are from deluxe hotels which use CBT and another 24.8 percent are from 
superior hotels which do not use CBT. 16.6 percent are from first class hotels which do 
not use CBT. 5-star hotels are in the same situation as 2-star hotels whereas 24.8 
percent of 5-star hotel participants are CBT-users while 6.2 percent are non-CBT-users. 
In 2-star hotels, there are more CBT-adopters (2.1 percent) than non-CBT-adopters. In 
4-star hotels, there are more non-CBT-users (24.8 percent) than CBT-users (8.3 
percent). In 3-star hotels, there are more non-CBT-adopters (16.6 percent) than CBT- 
adopters (8.3 percent). In i-star hotels, there are also more non-CBT-users (8.3 percent) 
than CBT-users (0.7 percent).
Q18 CBT Usage Frequencv bv Departments (Descriptive)
D e s c rip tiv e  S ta t is tic s
N Minimum Maximum Mean Std. Deviation
FO 10 3 5 3.90 .876
A/C 10 1 5 2.90 1.197
HR 10 2 5 3.00 1.155
HSKP 10 1 3 2.00 .667
F&B 10 1 4 2 .60 1.174
Eng 10 1 3 1.60 .699
Security 10 1 3 1.90 .876
Spa 10 1 4 2 .50 .972
S&M 10 2 5 3.80 .919
Rsvn 10 3 5 3.80 .789
IT 10 1 5 3.30 1.829
Valid N (iistw ise) 10
Table 4.92 Case Summary of Frequency of CBT Adoption by Departments
One of the limitations of determining the frequency of CBT adoption by departments in 
Hong Kong hotels is the fact that there are only 10 responses from Hong Kong hotel
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Training Professionals. Taking 5 as 'Always', 4 as 'Often', 3 as 'Sometimes', 2 as 'Rarely' 
and 1 as 'Never', the mean of 3 is interpreted as occasional CBT adoption by a 
department. There is no department which uses more than 75 percent of CBT in their 
training programmes. Four departments sometimes or often use computer-based 
training in their departments, i.e., the Front Office, Sales and Marketing, Reservations 
as well as Information Technology. There are software and systems training in the 
Front Office Department, for example. Opera training. Moreover, the Front Office 
Department is the department to most frequently adopt CBT in this study (mean=3.go). 
The Sales and Marketing Department has Delphi training for the Catering Department 
and Opera training for the Sales Department, which is the second most frequently used 
CBT department (mean=3.8o). The Reservations Department (mean=3.8o) obviously 
has systems training of reservations by computer while the Information Technology 
Department involves systems and software training (mean=3.3o). The Human 
Resources Department, meanwhile, sometimes uses computer-based training 
(mean=3.oo). For example, training through computers with HRIS software or training 
of leave application is common practice.
Six departments rarely adopt CBT in their daily training: the Accounting, Food and 
Beverage, Spa and Housekeeping Departments. There are computer systems in the 
Accounting and Finance processing and in daily operations. Thus, training staff to be 
familiar with the systems is common (mean=2.go). Staff of the Food and Beverage 
Department (mean=2.6o) as well as the Housekeeping Department (mean=2.oo) 
always undergo on-the-job training or manual training such as core standard and 
standard operating procedures. Hence, there is the rare occasion that training is carried 
out on a computer. It is the same situation in the Housekeeping Department as it is for 
Room Attendants which always requires hands on experience or training from 
Departmental Trainers. Room Attendants usually have a varied work and academic
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background and therefore do not always know how to operate a computer. The Spa 
Department (mean=2.5o) usually involves a lot of practical training such as that of 
Locker Attendants and Therapists; hence, less computer-based training is involved. 
Even the Engineering Department (mean=i.6o) and the Security Department 
(mean=i.go) very rarely select computer-based training as part of their daily training.
Qiq  CBT Usage Frequencv bv Staff Ranking (Descriptive)
D e s c r ip tiv e  S ta t is tic s
N Minimum Maximum Mean Std. Deviation
Freq (R&F) 64 1 5 2 .42 1.081
Freq (Sup) 64 1 5 2 .70 1.191
Freq (Mgr) 64 1 5 3.28 1.015
Valid N (Iistw ise) 64
Table 4.93 Case Summary of Frequency of CBT Adoption by Staff Ranking
The frequency of CBT adoption according to staff ranking is answered by respondents 
whose departments/hotels use computer-based training to train their staff. There are 
only 64 respondents. Taking 5 as 'Always', 4 as 'Often', 3 as 'Sometimes', 2 as 'Rarely' 
and 1 as 'Never', the higher the level/position in the hotels, the more frequent the staff 
receive computer-based training in the hotels.
Managers sometimes receive computer-based training (mean=3.28) while rank-and-file 
staff (mean=2.42) as well as supervisor level staff (mean=2.yo) rarely attend training 
which involves computers. The reason is that managers have company email accounts 
making it possible for them to login to their accounts and attend online training 
programmes. Feedback and scores are then sent to trainees (e.g. managers) via email. 
Rank-and-file staff, meanwhile, as well as supervisory staff, do not have company email 
accounts, making it difficult for everyone to have the same access to online training 
programmes. In addition, it is difficult to provide CBT login for employees with limited
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computer knowledge or who have very basic computers skills. An example of this group 
is older staff in the Housekeeping Department as well as Stewarding Department.
Objective b: To identify the factors which influence the adoption and non-adoption of 
CBT in Hong Kong hotels 
022 Barriers of CBT adoption (Descriptive)
Descriptive S tatistics
N Minimum Maximum Mean Std. Deviation
Barr (Hardware Cost) 145 1 5 3.68 .964
Barr (Software Cost) 145 1 5 3.68 .948
Barr (IT Dept Suppor)t 145 1 5 3.41 1.010
Barr (R&F TC) 145 2 5 3.64 .863
Barr (Sup TC) 145 2 5 3.56 .857
Barr (Mgr TC) 145 1 5 3.61 .891
Barr (R&F Acceptance) 145 2 5 3.64 .847
Barr (Sup Acceptance) 145 2 5 3.59 .812
Barr (Mgr Acceptance) 145 1 5 3.62 .859
Barr (Software) 145 1 5 3.14 1.152
Barr (IT Trend) 145 1 5 3.03 1.057
Barr (Trg Time) 145 1 5 3.62 .986
Barr (OJT Preference) 145 1 5 3.82 .831
Barr (Classroom Trg 
Preference)
145 1 5 3.70 .785
Barr (Tech Life Span) 145 1 5 2.91 .971
Barr (Trg Culture) 145 1 5 3.51 .906
Barr (Head Office) 145 1 5 3.36 1.032
Valid N (Iistwise) 145
Table 4.94 Case Summary of CBT Barriers
Among the 17 factors that prevent use/consideration of CBT, only 1 factor has a mean 
below 3.00, i.e.. Life span of technology (mean=2.gi). This implies that participants do 
not agree that life span of technology is a factor which prevents participants from 
considering or using computer-based training. The second least agreed to factor in this 
study is 'Knowledge of IT trend' (mean=3.03) while the third least agreed to factor is 
'Availability of software in the market' (mean=3.i4). Meanwhile, the factor'Preference 
for on-the-job training over CBT' has the highest mean among all factors (mean=3.82).
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Hence, participants prefer on-the-job training over computer-based training when 
considering training approaches. The second strongest agreed to factor is 'Preference 
for classroom training over CBT' (mean=3.yo) while 'Hardware and software costs' are 
the third highest factors (mean=g.68). The fifth highest factors are 'IT competency of 
rank-and-file staff' as well as 'Acceptance from rank-and-file staff'. In other words, 
management often considers buy-in from rank-and-file staff when considering using 
CBT (mean=3.64).
Q22 Barriers of CBT adoption (Factor Analysis)
There are two main issues to consider in determining whether a particular data set is 
suitable for factor analysis: sample size and strength of the relationship among the 
variables. Normally, factors obtained from a small data set do not generalise as well as 
those derived from larger samples (Pallant, 2005). Tabachnick and Fidell (2001) review 
this matter and suggest that 'it is comforting to have at least 300 cases for factor 
analysis'. However, they do concede that a smaller sample size, e.g., 150 cases, should 
be sufficient if solutions have several high loading marker variables (above .70). Stevens 
(1996) also suggests that the sample size requirements advocated by researchers have 
been decreasing over the years as more research has been done on the topic. Some 
authors suggest that it is not the overall sample size that is of concern but rather the 
ratio of subjects to items. Nunnally (1978) recommends a 10 to 1 ratio: that is 10 cases 
for each item to be factor analysed. Others suggest that 5 cases for each item are 
adequate in most cases (Tabachnick & Fidell, 2001).
According to Tabachnick and Fidell (2001), 5 cases for each item are adequate in most 
cases. In this study, there are 17 statements in Question 23 with 145 participants. The 
sample size is therefore sufficient for using factor analysis.
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The second issue to be addressed before conducting factor analysis concerns the 
strength of the inter-correlations among the items. Tabachnick and Fidell (2001) 
recommend an inspection of the correlation matrix for evidence of coefficients greater 
than .30. If few correlations above this level are found, then factor analysis may not be 
appropriate. Two statistical measures are also generated by SPSS to help assess the 
factorability of the data: Bartlett's test of sphericity and the Kaiser-Meyer-Olkin (KMO) 
measure of sampling adequacy (Pallant, 2005). The Bartlett's test of sphericity should 
be significant (p<.05) for the factor analysis to be considered appropriate. The KMO 
index ranges from 0 to 1 with .60 suggested as the minimum value for a good factor 
analysis (Tabachnick & Fidell, 2001).
KMO and Bartlett's Test
Kaiser-M eyer-O lkin  M easure  of S am pling  Adequacy. .720
Bartlett's T es t of A pprox C h i-S qu are 2 0 1 4 .0 7 4
Sphericity
d f 136
Sig. .000
Table 4.95 KMO and Bartlett's Test for Factor Analysis (CBT Barriers)
In the above table, the KMO index is .720 which indicates a reasonable value for a good 
factor analysis. The Bartlett's test of sphericity is significant (p=.ooo<.05) for the factor 
analysis to be considered appropriate in this study.
Factor extraction involves determining the smallest number of factors that can be used 
to best represent the interrelations among the set of variables. There are a variety of 
approaches that can be used to identify (extract) the number of underlying factors or 
dimensions. Kaiser's criterion is adopted in this study. By using Kaiser's criterion (or the 
eigenvalue rule), only factors with an eigenvalue of 1.0 or more are retained for further
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investigation. The eigenvalue of a factor represents the amount of the total variance 
explained by that factor (Pallant, 2005).
Total V ariance Explained
Initial Eiqenvalues Extraction Sums of Squared Loadinqs
Cornoonent Total % ofVariance Cumulative % Total % ofVariance Cumulative %
1 5.988 35.223 35.223 5.988 3 5 2 2 3 35.223
2 3.105 18.263 53.485 3.105 18.263 53.485
3 1.643 9.665 63.151 1.643 9.665 63.151
4 1.265 7.438 70.589 1.265 7.438 70.589
5 1.213 7.136 77.725 1.213 7.136 77.725
6 .854 5.022 82.746
7 .656 3.860 86.606
8 .490 2.880 89.486
g .468 2.754 92.240
10 .344 2.022 94.262
11 .267 1.572 95.834
12 .239 1.404 97.238
13 .173 1.016 98.255
14 .119 .701 98.956
15 .091 .535 99.490
16 .054 .318 99.808
17 .033 .192 100.000
Extraction Mettiod: Principal Component Analysis.
Table 4.96 Total Variance Explained for Factor Analysis (CBT Barriers)
In the above table, five components are with eigenvalues over 1.0 and the eigenvalues 
for each component are listed as 5.99, 3.11, 1.64, 1.27 and 1.21. The cumulative 
percentage of the total variance extracted by these factors achieved 77.73 percent 
which is considered satisfactory. It is common to consider a solution that accounts for 
60 percent and in some instances even less of the total variance (Hair et al., 1998).
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Component Matrix®
Component
1 2 3 4 5
Barr (Sup TO) .864
Barr (Sup Acceptance) .825
Barr (R&F TC) .820
Barr (Mgr TC) .800
Barr (R&F Acceptance) .785
Barr (Mgr Acceptance) .748
Barr (Hardware Cost) .615 -.596
Barr (Software) .753
Barr (IT Trend) .722
Barr (Tech Life Span) .713
Barr (IT Dept Suppor)t
Barr (Head Office) .701
Barr (Trg Culture) .659
Barr (Software Cost) .585 -.621
Barr (OJT Preference) .568
Barr (Classroom Trg 
Preference)
Barr (Trg Time)
, Extraction Method: Principal Com ponent Analysis, 
a. 5 components extracted.
Table 4.97 Component Matrix for Factor Analysis (CBT Barriers)
Once the number of factors has been determined, the next step is to try to interpret 
them. To assist in this process the factors are 'rotated'. This does not change the 
underlying solution; rather it presents the pattern of loadings in a manner that is easier 
to interpret (Pallant, 2005). According to Tabachnick and Fidell (2001), orthogonal 
rotation results in solutions that are easier to interpret and report. The most commonly 
used orthogonal approach is Varimax method which is adopted in this study.
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Rotated Component Matrix®
Com ponent
1 2 3 4 5
Barr (Sup Acceptance) .910
Barr (Sup TC) .897
Barr (Mgr Acceptance) .872
Barr (Mgr TC) .866
Barr (R&F Acceptance) .797
Barr (R&F TC) .754 .339
Barr (Tech Life Span) .876
Barr (Software) .846 .303
Barr (IT Trend) .838
Barr (Software Cost) .922
Barr (Hardware Cost) .911
Barr (IT Dept Suppor)t .451 .329
Barr (Head Office) .879
Barr (Trg Culture) .811
Barr (Trg Tim e) .557
Barr (OJT Preference) .859
Barr (Classroom Trg .851
Preference)
Extraction Method; Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 6 iterations.
Table 4.98 Rotated Component Matrix for Factor Analysis (CBT Barriers)
The result of the factor analysis after Varimax is shown in the above table. As stated 
previously, Tabachnick and Fidell (2001) conceded that a smaller sample size, e.g., 150 
cases, should be sufficient if solutions have several high loading marker variables 
(above .70). Hence, two statements are deleted accordingly. The first one is 'Support 
from IT Department' which has loading < .75 (p=.45i). The second one is 'Training Time' 
which has loading <.75 (p=.557). After deleting these two statements, the table below 
shows the variables with high loading, i.e., above .75, after using Varimax approach 
again.
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Rotated Component Matrix®
Com ponent
1 2 3 4 5
Barr (Sup Acceptance) .915
Barr (Sup TC) .901
Barr (Mgr Acceptance) .878
Barr (Mgr TC ) .871
Barr (R&F Acceptance) .797
Barr (R&F TC) .754
Barr (Tech Life Span) .877
Barr (Software) .871
Barr (IT Trend) .849
Barr (Software Cost) .935
Barr (Hardware Cost) .922
Barr (Trg Culture) .900
Barr (Head Office) .895
Barr (OJT Preference) .894
Barr (Classroom  Trg 
Preference)
.862
Extraction Method: Principal Com ponent Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 6 iterations.
Table 4.99 Rotated Component Matrix after Deletion for Factor Analysis (CBT Barriers)
The result of the factor analysis after using Varimax approach as well as deletion of two 
statements is shown in the above table. Five components are with eigenvalues over i.o  
and the eigenvalues for each component are listed as 4.61, 2.40, 2.05,1.76 as well as 
1.71. The cumulative percentage of the total variance extracted by these factors after 
Varimax, as shown in the column 'rotation sums of squared loadings', achieved 83.48 
percent which is considered satisfactory (Hair et a i, 1998).
Five factors identified from the factor analysis are: 1) Staff Acceptance and IT 
Competency; 2) Trend, Lifespan and Availability of Technology; 3) Cost of Tools; 4) 
Corporate Initiatives and Culture; and 5) Training Method Preference. These five factors 
explained 30.72 percent, 15.99 percent, 13.63 percent, 11.72 percent and 11.43 percent 
respectively of the total variance in the data. The sample is considered to be reliable, 
with Cronbach's Alpha of .940, .864, .971, .836 and .818 for the five factors respectively.
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Mean is 3.61, 3.03, 3.68, 3.43 and 3.76 for Factor 1, Factor 1, Factor 3, Factor 4 and 
Factor 5 respectively. This implies that Factor 5 is most agreed to by the respondents. 
The second most agreed to factor is Factor 3, third is Factor 1, fourth is Factor 4 and the 
least agreed to is Factor 2.
Factor Name 
(Factor Mean)
Eigenvalue % of 
Variance
Cumulative
Variance
Cronbach's
Alpha
Factor 1
Staff Acceptance and IT 
Competency (3.61)
4.61 30.72 30.72 .940
Factor 2
Trend, Lifespan and 
Availability of Technology
(3.03)
2.40 15.99 46.71 .864
Factor 3
Costs of Tools (3.68)
2.05 13.63 60.34 .971
Factor 4
Corporate Initiatives and 
Culture (3.43)
1.76 11.72 72.06 .836
Factor 5
Training Method Preference 
(376)
1.71 11.43 83.49 .818
Table 4.100 Factor Analysis with Varimax Rotation and Reliability Analysis (N = 145)
Remarks
1. Five-point Likert Scale was used for rating the indicators ranging from 1 = Strongly 
Disagree to 5 = Strongly Agree.
2. Statement 'Support from IT Department' was cross-loaded and thus deleted.
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3- Statement 'Training Time' was deleted as factor loading <0.75.
Q21 Barriers of CBT adoption (Logistic Regression)
Logistic regression allows models to be tested in order to predict categorical outcomes 
with two or more categories. The independent variables are categorical in this study,
i.e., number of guestrooms, number of employees, average room rate and star level 
while the dichotomous dependent variable is also categorical, i.e., CBT adoption. 
Logistic regression is adopted to explore the predictive ability of sets or blocks of 
variables and to specify the entry of variables. Forced Entry Method is used in this study 
which is the default procedure available in SPSS. In this method, all predictor variables 
are tested in one block to assess their predictive ability while controlling for the effects 
of other predictors in the model.
Independent variables: Constructs derived from Factor Analysis of Q23
Factor 1 (Con 1) - Staff Acceptance and IT Competency
Factor 2 (Con 2) - Trend. Lifespan and Availability of Technology
Factor 3 (Con 3) - Cost of Tools
Factor 4 (Con 4) - Corporate Initiatives and Culture
Factor 5 (Con 5) - Training Method Preference
Dependent variable: Adoption behaviour of Q17
Does your department/hotel use computer-based training to train your staff? Yes or No 
Block 0: Beginning Block
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This section of the output, headed Block o, is the results of the analysis without any of 
the independent variables used in the model. This will serve as a baseline later for 
comparing the model with predictor variables included.
C la s s ific a tio n  Table®'*’
Predicted
CBT Usage
Observed Yes No
Percentage
Correct
Step 0 CBT Usage Yes 0 64 .0
No 0 81 100.0
Overall Percentage 55.9
a. Constant is included in the model.
b. The outvalue is .500
Table 4.101 Classification Table of Logistic Regression on Barriers of GBT adoption
The overall percentage of correctly classified cases is 55.9 percent. When the set of 
predictor variables is later entered, improvement in accuracy of these predictions is 
expected.
Block 1: Method = Enter
This is where the model (set of predictor variables) is tested. The Omnibus Tests of 
Model Coefficients gives an overall indication of how well the model performs, over and 
above the results obtained for Block o, with none of the predictors entered into the 
model. This is referred to as a 'goodness of fit ' test. For this set of results, a highly 
significant value (the Sig. should be less than .05) is expected.
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Omnibus Tests of Model Coefficients
Chi-square df Sig.
Step 1 Step 36.468 5 .000
Block 36.468 5 .000
Model 36.468 5 .000
Table 4.102 
Adoption
Omnibus Tests of Model Coefficients of Logistic Regression on Barriers of CBT
Hence, the model (with set of variables used as predictors) is better than SPSS's original 
guess shown in Block o. The Chi-square value is 36.47 with 5 degrees of freedom.
Hosmer and Lemeshow Test
Steo Chi-square df Siq.
1 4.299 8 .829
Table 4.103 Hosmer and Lemeshow Test of Logistic Regression on Barriers of CBT Adoption
The results shown in the table headed Hosmer and Lemeshow Test also support that 
the model is worthwhile. This test, which SPSS states is the most reliable test of model 
fit available in SPSS, is interpreted very differently from the Omnibus Test discussed 
above. For the Hosmer-Lemeshow Goodness of Fit Test poor fit is indicated by a 
significance value less than .05. Hence, to support the model, a value greater than .05 is 
expected. In the above table, the Chi-square is 4.30 with a significance level of .829 
which is larger than .05. Hence, the model is supported in this study.
260
Model Summary
Steo
-2 Log 
likelihood
Cox& Snell R 
Square
Nagelkerke R 
Square
1 162.547= .222 .298
a. Estimation terminated at iteration numbers 
because parameter estimates changed by less than 
.001.
Table 4.104 Model Summary of Logistic Regression on Barriers of CBT Adoption
The table headed Model Summary provides additional information about the 
usefulness of the model. The Cox & Snell R Square and the Nagelkerke R Square values 
provide indication of the amount of variation in the dependent variable explained by 
the model. These are described as pseudo R square statistics, rather than true R square 
values. In this model, the two values are .222 and .298, suggesting that between 22.2 
percent and 36.3 percent of the variability is explained by this set of variables.
C la s s ific a tio n  Table®
Predicted
CBT Usage
Observed Yes No
Percentage
Correct
Step 1 CBT Usage Yes 42 22 65.6
No 21 60 74.1
Overall Percentage 70.3
a .T h e  outvalue is .500
Table 4.105 Classification Table of Logistic Regression on Barriers of CBT adoption
This provides an indication of how well the model is able to predict the correct category 
for each use. Classification tables between Block o and Block 1 are compared, in order 
to see how much improvement there is when the predictor variables are included in the 
model. The model correctly classified 70.3 percent of cases overall (sometimes referred 
to as the percentage accuracy in classification), an improvement of more than 55.9 
percent in Block o.
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The variables in the Equation Table provide information about the contribution or 
importance of each predictor variables. The test that is used here is known as the Wald 
test.
Variables in the Equation
95% C.I.fbr EXP(B)
B S.E. Wald df SIq. Exp(B) Lower Upper
step 1° Con1 .045 .320 .019 1 .889 1.046 .558 1.958
Con2 -1.074 .277 15.042 1 .000 .342 .199 .588
Con3 .483 .258 3.514 1 .061 1.621 .978 .2.687
Con4 .846 .261 10.513 1 .001 2.330 1.397 3.884
ConS .447 .306 2.134 1 .144 1.563 .858 2.847
Constant -2.933 1.420 4.267 1 .039 .053
a. Variable(s) entered on step 1 : C ent, Con2, Con3, Con4, ConS.
Table 4.106 Variables in the Equation of Logistic Regression on Barriers of CBT adoption
Sig. values less than .05 are the variables that contribute significantly to the predictive 
ability of the model. In this case, two significant variables are found (Con 2: p=.ooo. Con 
4; p=.ooi). In this study, the major factors influencing the CBT adoption in the Hong 
Kong hotel industry are; 1) Trend, lifespan and availability of technology and 2) 
Corporate initiative and culture. Staff acceptance and IT competency. Costs of tools as 
well as Training method preference do not contribute significantly to the model.
Exp(B) is the value that represents odds ratios for each of the independent variables. 
According to Tabachnick and Fidell (2001), the odds ratio is 'the increase (or decrease if 
the ratio is less than one) in odds of being in one outcome category when the value of 
the predictor increases by one unit'. Field (2009) mentioned that if the odds ratio value 
is greater than 1, this indicates that as the predictor increases, the odds of the outcome 
occurring increase (it reflects that it is more likely to be classified in one category). If the 
odds ratio value is less than 1, this indicates that as the predictor increases, the odds of 
the outcome occurring decrease (it reflects that it is less likely to be classified in the 
category).
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The B values in the second column are the values that are used in an equation to 
calculate the probability of a case falling into a specific category. B values are checked 
whether they are positive or negative (in terms of probability), indicating the direction 
of the relationship (which factors increase or decrease). Negative B values indicate that 
an increase in the independent variable score will result in a decreased probability of 
the case recording a score of i  in the dependent variable. As a result. Con 2 (Trend, 
Lifespan and Availability of Technology) is negatively related to CBT adoption while 
Con 4 (Corporate Initiatives and Culture) is positively related to CBT adoption.
Objective c: To analyse the perceived impact of CBT from a managerial perspective in
Hong Kong hotels 
Q20 Impact of CBT (Descriptive)
D escrip tive S tatis tics
N Minimum Maximum Mean Std. Deviation
Imp (Impact) 64 1 5 3.89 .737
Imp (Sig Investment) 64 1 5 3.23 .972
Imp (ConsistentTrg) 64 2 5 3.64 .627
Imp (Trg Evaluation) 64 1 5 3.48 .666
Imp (Trg Effectiveness) 64 1 5 3.59 .684
Imp (Facilitator) 64 1 4 2.48 .816
Imp (R&F Attitude) 64 2 5 3.06 .710
Imp (Sup Attitude) 64 2 5 3.25 .735
Imp (Mgr Attitude) 64 1 5 3.47 .816
R&F TO 64 1 5 3.05 .862
Sup TO 64 2 5 3.34 .739
Mgr TO 64 2 5 3.55 .795
Valid N (listwise) 64
Table 4.107 Case Summary of impact of CBT
Among the twelve effects of CBT, only one factor has a mean below 3.00, i.e.. Presence 
of instructor or facilitator is not preferred (mean=2.48). This implies that participants do 
prefer the presence of an instructor or facilitator and agree that their presence has an
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impact on learning by CBT. The second least agreed to factor is 'Rank-and-file staff are 
technology competent' (mean=g.05) while the third least agreed to factor is 'Rank-and- 
file staff have a positive attitude towards CBT' (mean=3.o6). Meanwhile, the factor 
'Technology has a positive impact on my hotel' has the highest mean among all factors 
(mean=3.8g). Hence, participants agree with the beneficial effect of technology on 
training. The second most strongly agreed to factor is 'Technology is providing a mean 
for consistent training' (mean=3.64) while 'Technology can enhance effectiveness of 
training' is the third highest factor (mean=3.59). The fourth highest factor is 'Managers 
are technology-competent' (mean=3.5s) and the fifth 'Technology is providing a mean 
for evaluating training' (mean=3.48).
Q21 Future CBT Investments (Descriptive)
Generally, 60 percent of participants are not sure if they would or would not invest in 
CBT in the near future while less than a quarter (23.4 percent) of respondents expressed 
firm willingness to invest. There is no clear rejection of a willingness to invest but rather 
an expression merely of uncertainty. 16.6 percent of respondents do not have any plan 
to invest in CBT in the near future. Hence, this implies that more than half of the 
participants are still uncertain about their intentions for investment in CBT in the near 
future.
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Guestroom * Investment Crosstabulation
investment
Yes No Not sure Total
Guestroom less than 250 Count 2 0 5 7
Expected Count 1.6 1.2 4.2 7.0
% within Guestroom 28.6% .0% 71.4% 100.0%
% within Investment 5.9% .0% 5.7% 4.8%
% of Total 1.4% .0% 3.4% 4.8%
250-499 Count 15 13 35 63
Expected Count 14.8 10.4 37.8 63.0
% within Guestroom 23.8% 20.6% 55.6% 100.0%
% within Investment 44.1% 54.2% 40.2% 43.4%
% of Total 10.3% 9.0% 24.1% 43.4%
500-749 Count 15 8 18 41
Expected Count 9.6 6.8 24.6 41.0
% within Guestroom 36.6% 19.5% 43.9% 100.0%
% within Investment 44.1% 33.3% 20.7% 28.3%
% of Total 10.3% 5.5% 12.4% 28.3%
750 or more Count 2 3 29 34
Expected Count 8.0 5.6 20.4 34.0
% within Guestroom 5.9% 8.8% 85.3% 100.0%
% within Investment 5.9% 12.5% 33.3% 23.4%
% of Total 1.4% 2.1% 20.0% 23.4%
Total Count 34 24 87 145
Expected Count 34.0 24.0 87.0 145.0
% within Guestroom 23.4% 16.6% 60.0% 100.0%
% within investment 100.0% 100.0% 100.0% 100.0%
% of Total 23.4% 16.6% 60.0% 100.0%
Table 4.108 Crosstabulation between Future CBT Investment and Number of Guestroom
In terms of number of guestrooms, the major groups are hotels with rooms between 
250 and 499 (24.1 percent), 750 or more (20.0 percent) as well as between 500 and 749 
(12.4 percent). These three major groups are not sure about their intentions for 
investment in CBT in the near future. Regardless of the number of hotel guestrooms, 
the majority of respondents are not sure if they would or would not invest in CBT in the 
near future compared to the group of respondents indicating 'yes' and 'no'.
265
ARR* Investment Crosstabulatlon
investment
Yes No Not sure Total
ARR less than HK$1,000 Count
Expected Count 
% within ARR 
% within investment 
% of Total
8
8.2
22.9%
23.5%
5.5%
7
5.8
20.0%
29.2%
4.8%
20
21.0
57.1%
23.0%
13.8%
35
35.0
100.0%
24.1%
24.1%
HK$1,000-HK$1,999 Count
Expected Count 
% within ARR 
% within investment 
% of Total
15
11.0
31.9%
44.1%
10.3%
6
7.8
12.8%
25.0%
4.1%
26
28.2
55.3%
29.9%
17.9%
47
47.0
100.0%
32.4%
32.4%
HK$2.000 - HK$2,999 Count
Expected Count 
% within ARR 
% within investment 
% of Total
9
7.0
30.0%
26.5%
6.2%
6
5.0
20.0%
25.0%
4.1%
15
18.0
50.0%
17.2%
10.3%
30
30.0
100.0%
20.7%
20.7%
HK$3,000 - HK$3,999 Count
Expected Count 
% within ARR 
% within investment 
% ofTotai
1
1.6
14.3%
2.9%
.7%
4
1.2
57.1%
16.7%
2.8%
2
4.2
28.6%
2.3%
1.4%
7
7.0
100.0%
4.8%
4.8%
HK$4,000 or more Count
Expected Count 
% within ARR 
% within Investment 
% ofTotai
1
6.1
3.8%
2.9%
.7%
1
4.3
3.8%
4.2%
.7%
24
15.6
92.3%
27.6%
16.6%
26
26.0
100.0%
17.9%
17.9%
Total Count
Expected Count 
% within ARR 
% within investment 
% ofTotai
34
34.0
23.4%
100.0%
23.4%
24
24.0
16.6%
100.0%
16.6%
87
87.0
60.0%
100.0%
60.0%
145
145.0
100.0%
100.0%
100.0%
Table 4.109 Crosstabulation between Future CBT Investment and Average Room Rate
In terms of ARR (average room rate), the major groups are hotels with an ARR between 
HK$i,ooo and HK$i,999 (17.9 percent), HK$4,ooo or more (16.6 percent) as well as less 
than HK$i,ooo (13.8 percent). These three major groups are unsure about their 
intentions for investment in CBT in the near future. Apart from hotels with an ARR 
between HK$3,ooo and HK3,999, which has more participants saying no to investments 
in CBT, all groups express uncertainty about their willingness to invest in CBT in the 
near future.
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staff* Investment Crosstabulatlon
Staff 1-249 Count
Expected Count 
% within Staff 
% within Investment 
% ofTotai
250-499 Count
Expected Count 
% within Staff 
% within Investment 
% ofTotai
500-749 Count
Expected Count 
% within Staff 
% within investment 
% ofTotai
750-999 Count
Expected Count 
% within Staff 
% within investment 
% ofTotai
1000 or more Count
Expected Count 
% within Staff 
% within investment 
% ofTotai
Total Count
Expected Count 
% within Staff 
% within investment 
% ofTotai
investment
Yes
12
10.3
27.3%
35.3%
8.3%
10
8.4
27.8%
29.4%
6.9%
9
6.3
33.3%
26.5%
6.2%
2
8.4
5.6%
5.9%
1.4%
1
.5
50.0%
2.9%
.7%
34
34.0
23.4%
100.0%
23.4%
No
5
7.3
11.4%
20.8%
3.4%
7
6.0
19.4%
29.2%
4.8%
4.5
29.6%
33.3%
5.5%
4
6.0
11.1%
16.7%
2.8%
0
.3
.0%
.0%
.0%
24
24.0
16.6%
100.0%
16.6%
Not sure
27
26.4
61.4%
31.0%
18.6%
19
21.6
52.8%
21.8%
13.1%
10
16.2
37.0%
11.5%
6.9%
30
21.6
83.3%
34.5%
20.7%
1
1.2
50.0%
1.1%
.7%
87
87.0
60.0%
100.0%
60.0%
Total
44
44.0
100.0%
30.3%
30.3%
36
36.0
100.0%
24.8%
24.8%
27
27.0
100.0%
18.6%
18.6%
36
36.0
100.0%
24.8%
24.8%
2
2.0
100.0%
1.4%
1.4%
145
145.0
100.0%
100.0%
100.0%
Table 4.110 Crosstabulation between Future CBT Investment and Number of Staff
In terms of number of Staff, the major groups are hotels with staff between 750 and 999 
(20.7 percent), less than 250 (18.6 percent) as well between 250 and 499 (13.1 percent). 
These three dominant groups are unsure about their intentions for investment in CBT in 
the near future. There are only two responses from hotels with staff more than 1,000; 
the percentage of 'not sure' and 'yes' are the same. In other groups, however, the 
majority of respondents have not decided whether or not they will invest in CBT in their 
properties in the near future, regardless of the number of hotel staff.
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Category* Investment Crosstabulatlon
Yes No Not sure Total
Category Deluxe (5-star) Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
12
10.6
26.7%
35.3%
8.3%
2
7.4
4.4%
8.3%
1.4%
31
27.0
68.9%
35.6%
21.4%
Superior (4-star) Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
11
11.3
22.9%
32.4%
7.6%
7.9
16.7%
33.3%
5.5%
29
28.8
60.4%
33.3%
20.0%
First Class (3-star) Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
8.4
22.2%
23.5%
5.5%
6.0
25.0%
37.5%
6.2%
19
21.6
52.8%
21.8%
13.1%
Moderate (2-star) Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
2
.7
66.7%
5.9%
1.4%
0
.5
.0%
.0%
.0%
1
1.8
33.3%
1.1%
.7%
Economy(l-star) Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
1
3.0
7.7%
2.9%
.7%
5
2.2
38.5%
20.8%
3.4%
7
7.8
53.8%
8.0%
4.8%
45
45.0
100.0%
31.0%
31.0%
48
48.0
100.0%
33.1%
33.1%
36
36.0
100.0%
24.8%
24.8%
3
3.0
100.0%
2.1%
2.1%
13
13.0
100.0%
9.0%
9.0%
Total Count
Expected Count 
% within Category 
% within Investment 
% ofTotai
34
34.0
23.4%
100.0%
23.4%
24
24.0
16.6%
100.0%
16.6%
87
87.0
60.0%
100.0%
60.0%
145
145.0
100.0%
100.0%
100.0%
Table 4.111 Crosstabulatlon between Future CBT Investment and Star Level
In terms of star level of Forbes Travel Guide, the major groups are 5-star hotels (21.4 
percent), 4-star hotels (20.0 percent) and 3-star hotels (13.1 percent). These three 
groups are unsure about their intentions for investment in CBT in the near future. Apart 
from 2-star hotels, all other categories of hotels express strong uncertainty about 
whether or not to invest in CBT in the near future.
Q22 Percentage of training budget allocated for CBT in the future (Descriptive)
For participants who indicate willingness to invest in CBT in the near future (23.4 
percent of overall participants), more than half of the respondents (55.9 percent) are
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still unsure about what percentage of the training budget is allocated for CBT in the 
near future although they prefer further investment in CBT. Less than one-third (32.4 
percent) of participants indicate that they would invest 11 percent to 25 percent of their 
training budget into CBT in the near future while 11.8 percent would invest 1 to 10 
percent of the budget. In other words, only 10.3 percent of participants are sure about 
the amount of training budget to be invested in CBT in the near future, which may be 
indicative of how industry or training professionals support and perceive computer- 
based training in terms of training budget.
Guestroom * Investment % Crosstabulatlon
Investment %
1-10% 11-25% Not sure Total
Guestroom less than 250 Count 2 0 0 2
Expected Count .2 .6 1.1 2.0
% within Guestroom 100.0% .0% .0% 100.0%
% within Investment % 50.0% .0% .0% 5.9%
% ofTotai 5.9% .0% .0% 5.9%
250-499 Count 1 3 11 15
Expected Count 1.8 4.9 8.4 15.0
% within Guestroom 6.7% 20.0% 73.3% 100.0%
% within Investment % 25.0% 27.3% 57.9% 44.1%
% ofTotai 2.9% 8.8% 32.4% 44.1%
500-749 Count 1 8 6 15
Expected Count 1.8 4.9 8.4 15.0
% within Guestroom 6.7% 53.3% 40.0% 100.0%
% within Investment % 25.0% 72.7% 31.6% 44.1%
% ofTotai 2.9% 23.5% 17.6% 44.1%
750 or more Count 0 0 2 2
Expected Count 2. .6 1.1 2.0
% within Guestroom .0% .0% 100.0% 100.0%
% within Investment % .0% .0% 10.5% 5.9%
% ofTotai .0% .0% 5.9% 5.9%
Total Count 4 11 19 34
Expected Count 4.0 11.0 19.0 34.0
% within Guestroom 11.8% 32.4% 55.9% 100.0%
% within Investment % 100.0% 100.0% 100.0% . 100.0%
% ofTotai 11.8% 32.4% 55.9% 100.0%
Table 4.112  
Guestroom
Crosstabulation between Future Percentage o f CBT Investment and Num ber of
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In terms of number of guestrooms, the major groups are hotels with guestrooms 
between 250 and 499 (32.4 percent) which are still unsure about the percentage of 
training budget allocated for CBT investment, hotels with guestrooms between 500 
and 749 (23.5 percent), which would invest 11 to 25 percent of the training budget as 
well as hotels with guestrooms between 500 and 749 (17.6 percent) which are unsure 
about the percentage of training budget to be invested in CBT. Small hotels, i.e., hotels 
with less than 250 rooms, tend to invest 1 to 10 percent of the training budget while 
medium-sized hotels, e.g., hotels with guestrooms between 500 and 749, tend to invest 
11 to 25 percent of the training budget. Meanwhile, hotels with 250 to 499 guestrooms 
as well as with 750 or more have more participants expressing uncertainty in the 
percentage of investment.
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ARR* Investment % Crosstabulatlon
ARR less than HK$1,000 Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
H K $ 1 ,0 0 0 -H K $ 1 ,9 99 Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
HK$2,000 - HK$2,999 Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
H K $ 3 ,0 0 0 -H K $ 3 ,9 99 Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
H K $4 ,000orm ore Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
Total Count
Expected Count 
% within ARR  
% within Investment % 
% ofTotai
Investment %
1-10%
2
.9
25.0%
50.0%
5.9%
1
1.8
6.7%
25.0%
2.9%
1
1.1
11.1%
25.0%
2.9%
0
.1
.0%
.0%
.0%
0
.1
.0%
.0%
.0%
4
4.0
11.8%
100.0%
11 .8 %
11-25%
2
2.6
25.0%
18.2%
5.9%
2
4.9
13.3%
18.2%
5.9%
7
2.9
77.8%
63.6%
20.6%
0
.3
.0%
.0%
.0%
0
.3
.0%
.0%
.0%
11
11.0
32.4%
100.0%
32.4%
Not sure
4
4.5
50.0%
21.1%
11.8%
12
8.4
80.0%
63.2%
35.3%
1
5.0
11.1%
5.3%
2.9%
1
.6
100.0%
5.3%
2.9%
1
.6
100.0%
5.3%
2.9%
19
19.0
55.9%
100.0%
55.9%
Total
8.0
100.0%
23.5%
23.5%
15
15.0
100.0%
44.1%
44.1%
9.0
100.0%
26.5%
26.5%
1
1.0
100.0%
2.9%
2.9%
1
1.0
100.0%
2.9%
2.9%
34
34.0
100 .0%
100 .0%
100 .0%
Table 4.113  
Rate
Crosstabulation between Future Percentage o f CBT Investment and Average Room
In terms of ARR, the major groups are hotels with an ARR of HK$i,ooo to HK$i,999 
(35.3 percent), which are unsure about the percentage of training budget allocated for 
CBT investment, hotels with an ARR between HK$2,ooo and HK$2,999 (20.6 percent), 
which would invest 11 to 25 percent of the training budget as well as hotels with an ARR 
less than HK$i,ooo (11.8 percent), which are unsure about the percentage of 
investment for the training budget. The majority of hotels with an ARR between 
H K $2 ,ooo and HK$2,999 indicate investing 11 to 25 percent of the training budget
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while all other hotel categories are still unsure about the percentage of training budget 
to be invested in CBT.
s ta ff *  Investm ent % Crosstabulation
Staff 1-249 Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
250-499 Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
500-749 Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
750-999 Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
1000 or more Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
Total Count
Expected Count 
% within Staff 
% within Investment % 
% ofTotai
Investment %
1 - 1 0 %
2
1.4
16.7%
50.0%
5.9%
2
1.2
20.0%
50.0%
5.9%
0
1.1
.0%
.0%
.0%
0
.2
.0%
.0%
.0%
0
.1
.0%
.0%
.0%
4
4.0
11.8%
100.0%
11.8%
11-25% Not sure
2
3.9
16.7%
18.2%
5.9%
1
3.2
10.0%
9.1%
2.9%
2.9
88.9%
72.7%
23.5%
0
.6
.0%
.0%
.0%
0
.3
.0%
.0%
.0%
11
11.0
32.4%
100.0%
32.4%
6.7
66.7%
42.1%
23.5%
7
5.6
70.0%
36.8%
20 .6%
1
5.0
11.1%
5.3%
2.9%
2
1.1
100.0%
10.5%
5.9%
1
.6
100.0%
5.3%
2.9%
19
19.0
55.9%
100.0%
55.9%
Total
12
12.0
100 .0 %
35.3%
35.3%
10
10.0
100.0%
29.4%
29.4%
9
9.0
100.0%
26.5%
26.5%
2
2.0
100.0%
5.9%
5.9%
1
1.0
100.0%
2.9%
2.9%
34
34.0
100 .0 %
100.0%
100.0%
Table 4 .114  Crosstabulation between Future Percentage o f CBT Investment and Num ber o f Staff
In terms of number of staff, the major groups are hotels with 1 to 249 staff (23.5 
percent), which are unsure about the percentage of investment allocated for the 
training budget; hotels with 500 to 749 staff (23.5 percent), which would invest 11 to 25 
percent of the training budget to CBT investment; as well as hotels with staff numbers
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between 250 and 499 (20.6 percent), which are unsure about the percentage of training 
budget allocated for CBT investment. In the group of hotels between 500 and 749 staff, 
the majority of participants indicate that they would invest 11 to 25 percent of the 
training budget. However, in other categories of hotels, the major respondents are 
unsure how much they would invest in CBT in the near future.
Category* Investment % Crosstabulation
Category Deluxe (5-star) Count
Expected Count 
% wittiin Category 
% wittiln Investment % 
% ofTotai
Superior (4-star) Count
Expected Count 
% within Category 
% within Investment % 
% ofTotai
First Class (3-star) Count
Expected Count 
% within Category 
% within Investment % 
% of Total
Moderate (2-star) Count
Expected Count 
% within Category 
% within Investment % 
% ofTotai
E conom y(l-star) Count
Expected Count 
% within Category 
% within Investment % 
% ofTotai
Count
Expected Count 
% within Category 
% within Investment %  
% ofTotai
Investment %
0
1.4
.0%
.0%
.0%
2
1.3
182%
50.0%
5.9%
1
.9
12.5%
25.0%
2.9%
1
.2
50.0%
25.0%
2.9%
0
.1
.0%
.0%
.0%
4
4.0
11.8 %
100.0%
11.8%
11-25%  Not sure
7
3.9
58.3%
63.6%
20 .6%
3
3.6
27.3%
27.3%
8 .8%
1
2.6
12.5%
9.1%
2.9%
0
.6
.0%
.0%
.0%
0
.3
.0%
.0%
.0%
11
11.0
32.4%
100.0%
32.4%
5
6.7
41.7%
26.3%
14.7%
6
6.1
54.5%
31.6%
17.6%
6
4.5
75.0%
31.6%
17.6%
1
1.1
50.0%
5.3%
2.9%
1
.6
100 .0 %
5.3%
2.9%
19
19.0
55.9%
100.0%
55.9%
Total
12 
12.0 
100 .0 % 
'  35.3%  
35.3%
11
11.0
100.0%
32.4%
32.4%
8.0
100.0%
23.5%
23.5%
2
2.0
100.0%
5.9%
5.9%
1
1.0
100.0%
2.9%
2.9%
34
34.0
100 .0 %
100.0%
100.0%
Table 4.115  Crosstabulation between Future Percentage o f CBT Investment and Star Level
In terms of the star system of Forbes Travel Guide, the major groups are hotels with 5- 
star (20.6 percent), which would invest 11 to 25 percent of the training budget; and 4- 
star and 3-star hotels (17.6 percent), which are unsure about the percentage of the
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training budget allocated for CBT investment. 5-star hotels have the majority of 
respondents investing 11 to 25 percent of the training budget while the majority of 
participants in the remaining groups are still uncertain about how much to invest in CBT 
in the near future.
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Chapter Five Discussion
5.1 Introduction
This chapter includes the discussion of the findings from Chapter Four and compares 
the findings with those in the literature review in Chapter Two. First, there will be a 
comparison of the different types of training in these two chapters, followed by a 
comparison with computer-based training. Finally, there will be a comparison of the 
factors influencing the adoption of computer-based training.
Training is defined as the systematic process of trying to develop knowledge, skills and 
attitudes for an occupation. It also refers to the acquisition of competencies as a result 
of teaching vocational or practical skills and knowledge related to specific useful 
competencies. Training generally falls into two categories: on-the-job and off-the-job. 
The hotel industry continues to be a key revenue generator for Hong Kong's economic 
development. Hong Kong is one of the most-visited places in the world. The people 
who visit Hong Kong include business people, entrepreneurs, individual travellers, tour 
groups, event and conference participants and political officials. People come to Hong 
Kong to enjoy its beauty, vibrancy, cuisine and East-meets-West culture. Forbes Travel 
Guide, which began its assessments of Hong Kong in 2008, has documented the high 
quality customer service of Hong Kong hotels. According to Forbes Travel Guide 2010, 
there are four five-star hotels in Hong Kong: Four Seasons Hotel Hong Kong, The 
Peninsula Hong Kong, Mandarin Oriental Hong Kong and Landmark Mandarin Oriental 
Hong Kong. The Hong Kong Hotels Association is an official organisation which 
coordinates Hong Kong hotel activities and policies.
5.2 Training
5.2.1 Features and scale of training in general
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Training helps trainees to acquire skills, develop positive attitudes and apply theoretical 
knowledge to real life/practical situations. Training improves organisational service 
performance, enhances organisational appeal to quality employees, helps 
organisations retain quality employees and improves organisational teamwork and 
communication. Organisations must broaden their views on training in order to 
capitalise on the intellectual and strategic value of using training as a tool to ensure 
competitive advantage. Training can help to improve service quality, boost staff morale 
and reduce employee turnover. Nevertheless, some companies are unwilling to invest 
in training due to high staff turnover, time constraints, busy work schedules, 
insufficient staff to maintain day to day operations and a failure to incorporate a policy 
of minimum yearly training hours for employees.
The role of an instructor in training sessions is important as he/she can provide 
feedback and answer questions posed by trainees. Training is recommended for 
different levels of staff provided the training budget is sufficient. Buy-in from 
employees is also important. Training Managers should motivate employees both 
intrinsically and extrinsically by providing financial incentives and making sure 
employees are aware of the benefits of training and how it will improve their work 
performance.
5.2.2 Features and scale of training in the hotel industry
Training in the hotel industry can have a positive impact on hotel success, reduce staff 
turnover and increase profitability. There is a correlation between higher job training 
satisfaction and higher job satisfaction of employees. Training objectives, number of 
trainees, trainee background, and materials, equipment and time available, are all 
important considerations when planning and conducting training. Employees feel the 
methodology used during training is an effective tool for learning; hence, the
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methodology selected is key. Instructor-led training is the most prevalent and most 
preferred methodology used in the hotel industry. Classroom training is an alternative. 
The hotel industry is regarded as technologically behind and computer-based training is 
not commonly adopted. The hotel industry has a good reputation for training but CBT 
reputation is comparatively unknown. The presence of an instructor is still important in 
hotel training due to the nature of the hotel industry itself which relies heavily on 
human contact and interaction. Equal training opportunities are not available to 
employees due to limited training investment and despite the fact that managers are 
aware of its benefits and importance.
5.2.3 Features and scale of training in the Hong Kong hotel industry 
Assigned minimum vearlv training hours
Assigned minimum yearly training hours for staff is a common practice in Hong Kong 
hotels, which can be as little as 1 to 10 hours or as much as 51 or more hours. The larger 
the number of guestrooms in Hong Kong hotels or the higher the star level of Hong 
Kong hotels, the stronger the need to have minimum yearly training hours for staff. 
Business Week (1994) quoted employees of Motorola as having at least 40 hours of 
training a year which had quadrupled in 2000. It is therefore a good practice for Hong 
Kong hotels to currently have assigned minimum yearly training hours for staff.
Current training practices
In this study it was found that there are three main factors affecting training practices in 
the Hong Kong hotel industry: 1) good reputation for CBT and training; 2) training 
frequency of managers and supervisors; and 3) presence of a facilitator and classroom 
training. Results show that the presence of a facilitator is comparatively important 
during training. Frequency of training for managers and supervisors is less important
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while good reputation for CBT and training is even less important. Read and Kleiner 
(1996) and Farrell (2000) assessed the importance and roles of the presence of an 
instructor in training sessions while Friend and Cole (1990) found that trainees prefer 
the presence of a trainer. This finding confirmed Schmidt (2007) that interaction with 
an instructor is important, especially in people-oriented or customer-service related 
industries such as the hospitality industry. This study also found that managers do not 
believe their hotels are technologically behind and believe that their hotels have a good 
reputation for training and computer-based training in the Hong Kong hotel industry. 
This contradicts Tas, LaBrecque and Clayton (1996), and Tracey and Cardenas (1996) 
who suggested that in terms of training the hospitality industry is technologically 
behind. Maxwell, Watson and Quail (2004), Poulston (2008), Abeysekera (2006) and 
Pratten (2003), meanwhile, found that the hotel industry has a poor reputation for 
training.
Mid-size hotels in Hong Kong, i.e., hotels with 250 to 749 guestrooms, generally 
support training and believe that training opportunities should be equally available to 
all levels of staff. They also believe their supervisors should have more training than 
rank-and-file staff, and managers should have more training than supervisors. Zhang, 
Lam and Bauer (2001) affirmed the importance of training in middle and senior 
management in the hotel industry while Harris (1995) stated different training methods 
should be offered to wage-level employees, management and executives. The findings 
in this study are consistent with the findings of the abovementioned studies.
Size of training budget in the total pavroll
The concept of the proportion of training budget in the total payroll of Hong Kong 
hotels is unclear. 1 to 10 percent of the total payroll is commonly assigned as the 
training budget which is consistent with the suggested percentage by Breiter and
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Woods (1997) and Conrade et al. (1994) who indicated the percentage of payroll costs 
to training is around 1 to 1.5 percent while 4 percent is the recommended percentage. 
This finding is also consistent with Kline and Harris (2008), and Yang and Cherry (2008) 
who reported that many hotels devote limited expenditure and investment to 
employee training and development; however, it is inconsistent with Sara now (2006) 
and Ruiz (2006) who found that organisations spend billions of dollars on employee 
training and a potentially significant amount resource allocation. This illustrates the 
different fiscal practices of the Hong Kong hotel industry with regard to training 
compared to other countries.
5.3 Computer-based Training (CBT)
5.3.1 Features of CBT in general
CBT is an interactive training activity where the learning stimulus is provided by the 
computer, the trainee responds, the computer analyses trainee responses and then 
provides feedback. CBT can reduce training hours and training costs. It provides 
trainees with the convenience of being able to attend training anywhere. Fortune 500 
companies currently use CBT and enjoy the related benefits. CBT offers consistent and 
effective training, as well as consistent training evaluations. It is able to accommodate 
different employee work approaches and hours, and provide just-in-time learning. CBT 
provides a solution to the constraints of instructor-led training such as time restrictions, 
inconsistent delivery of training methods, limit of class size, the different speed at 
which individuals learn, and so on. The success of CBT depends on the users' attitudes 
towards its usefulness, technology usage and the convenience of use, as well as 
employee's perception of his/her computer competence and skills.
5.3.2 Features of CBT in the hotel industry
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CBT is becoming more widely used in the hotel industry; however, it still lacks universal 
application. It is mainly offered to managerial staff and is not used in all departments. 
There is a current shift from instructor-led training to CBT but the changes are slow 
moving. Hotels are willing to make substantial investment in IT but not in CBT. 
Managers and staff, meanwhile, are not prepared to incorporate CBT due to low 
technology competency and poor attitudes towards technology. Even though CBT 
promises a significantly higher learning efficiency and is more cost efficient compared 
to classroom training, hotels are reluctant to universally adopt CBT. Alternatively, 
training programmes which combine traditional teaching methods and CBT have been 
proposed.
5.3.3 Features of CBT in the Hong Kong hotel industry 
Current training practices
This study explored providing different training approaches for different levels of staff 
such as computer-based training for managers, classroom training for rank-and-file 
staff, and so on. The results revealed that classroom training is still commonly adopted 
in Hong Kong hotel training which is consistent with Schmidt (2007) who found that 
instructor-led training is still the methodology most often received by respondents in 
training and the methodology also most preferred. This study found that computer- 
based training is not treated as a commonly used training approach most of the time in 
the Hong Kong hotel industry. In other words, in the Hong Kong hotels, computer- 
based training is not being used most of the time and such an approach is least adopted 
by Training Professionals. Classroom training is still dominant while on-the-job training 
is currently most commonly used in hotel training. More than go percent of training 
classes are either in the classroom or on-the-job. Galvin (2003) and Harris (1995) 
provided an overview of the frequency of use of different training approaches while van
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Zolingen et al. (2000) identified on-the-job training as the preferred methodology in the 
hospitality industry. Harris and Bonn (2000), Farrell (2000) and Harris (1995) found 
traditional classroom training to be the most frequently used, van Zolingen et al. (2000), 
de Jong and Versloot (1999) and Lee (1997) stated that on-the-job training is the 
training method that the hotel industry usually adopted and ranked first. These 
assertions are confirmed in this study.
Although on-the-job training and classroom training are commonly adopted in Hong 
Kong hotels, managers and executives from deluxe hotels, i.e. 5-star hotels, still 
maintain they are open to adopting different training approaches. On-the-job training 
is the most preferred training approach, classroom training is the second most 
preferred while computer-based training is the least preferred training method.
Percentage of training methods currentiv adopted
On-the-job training is currently the most adopted training method in Hong Kong hotels, 
classroom training the second most adopted and computer-based training the least 
adopted. This is consistent with the findings in this study as well as that of Bassett
(2006) and Rowden, and Conine Jr. (2003). However, recent studies by Kalargyrou, 
Robert and Woods (2011) found that e-learning had for the most part replaced 
traditional in-house training though this is not the current practice in Hong Kong. 
Meanwhile, it has also been found that the more employees a hotel has, the less 
frequently classroom training is carried out while deluxe hotels, i.e. 5-star hotels, use 
less classroom training than other hotels and use more on-the-job training than other 
hotels.
Preferences for training methods
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Regarding preference for on-the-job-training, 73.8 percent of participants rank this 
training approach as the most preferred. Regardless of number of guestrooms, average 
room rate and number of staff, the majority of participants rank on-the-job training as 
the most preferred method in every group. However, regarding star level, the majority 
of participants rank on-the-job training as the most preferred in every group, except 2- 
star hotels. Regarding preference for computer-based training, 77.9 percent of 
respondents rank this training approach as the least preferred. Regardless of number of 
guestrooms, average room rate and number of staff, the majority of respondents rank 
computer-based training as the least preferred approach in every group. However, 
regarding star level, the majority of respondents rank computer-based training as the 
least preferred in every group, except 2-star hotels. Regarding preference for classroom 
training, 64.1 percent of participants rank this training approach as the second most 
preferred compared to on-the-job training as well as computer-based training. 
Regardless of number of guestrooms, average room rate and number of staff, the 
majority of participants rank on-the-job training as the second option in every group. 
However, regarding star level, the majority of participants rank classroom training as 
the second preferred option in every group, except 2-star hotels. Hence, with the 
exception of 2-star hotels, on-the-job training is the most preferred training approach, 
classroom training the second most preferred while computer-based training is the 
least preferred training method. This finding is consistent with Joinson (1995), Schmidt
(2007), Chang, Gong and Shum (2011), Perdue, Ninemeir and Woods (2002) and 
Poulston (2008) that on-the-job training is still the most preferred training approach in 
the hotel industry. Schmidt (2007) also investigated instructor-led training, i.e. on-the- 
job training and classroom training, revealing it is still the methodology most often 
received by respondents in training, as well as the methodology most preferred while
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self-study, including video-based training, and online or computer-based training are at 
the bottom of the most-preferred methodologies list.
Current CBT adoption
The adoption of CBT by Hong Kong hotels is unsatisfactory regarding hotel-wide 
training and departmental training. In the current training programmes in Hong Kong 
hotels, less than 8 percent of training programmes are computer-based. In general, 
there are more non CBT users than CBT users in Hong Kong hotels apart from hotels 
with 750 or more guestrooms, an ARR more than HK$4,ooo, 750 to 999 staff and 2-star 
or 5-star hotels. Law and Lau (2000), Wong and Kwan (2001) and Law and Jogaratnam 
(2005) also indicated that computer-based training is rarely used in the hotel industry, 
which is confirmed in this study.
CBT usage frequencv bv department
The Front Office, Sales and Marketing, Reservation and Information Technology 
departments occasionally use computer-based training while the Accounting, Food and 
Beverage, Spa, Engineering, Security as well as Housekeeping departments rarely 
adopt computer-based training. Law and Lau (2000) discovered that some hotel 
departments rely entirely on information technology but this contradicts the findings in 
terms of CBT usage for training purposes.
CBT usage frequencv bv staff ranking
The higher the level of staff, the more likely and frequently staff receive computer- 
based training. Harris (1995) stated different training methods are offered to wage- 
level employees, management and executives while Li (2005) investigated different
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allocation of training to different levels and found there was more training at the 
operative level and less at the supervisory and managerial levels.
Impact of CBT
Hotel managers have positive attitudes towards CBT and are aware of the benefits of 
technology in training which is consistent with Anonymous (2002) and Vinten (2000). It 
is found that technology and CBT have a significant positive impact on companies; 
however, the presence of an instructor is still equally important and preferred given the 
positive effect it has on learning during CBT. There are opposing arguments from Farr 
and Psotka (1992), Hird (1997), Mattila (1997), Shundich (1997), and Harris and Bonn 
(2000) regarding the disadvantages of having instructors present during training 
sessions but support from Schmidt (2007), Friend and Cole (1990), Landen (1997), Perry 
(1970); Magnini (2009) and Laurillard (1993) who concluded it was advantageous. This 
suggests that in the Hong Kong hotel industry participants prefer the presence of an 
instructor and agree that it has a positive impact on learning during CBT. They also 
agree that their rank-and-file staff are technology competent and have positive 
attitudes towards CBT, and that technology is beneficial in training as a means to 
consistent training, consistent evaluation of training and enhancing training 
effectiveness. This is consistent with the findings of Magnini (2009), Julin and Ejiskov 
(2009), and Downey and Zeltmann (2009). Finally, participants agree that managers are 
also technology-competent.
Future CBT investment
Results show that it is uncertain whether there are future plans for CBT implementation 
in the Hong Kong hotel industry. Less than a quarter of firms are willing to invest while 
the percentage of the CBT budget, if invested, is unknown. In other words, only 10.3%
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of participants can ensure the amount of the CBT budget in the near future in Hong 
Kong hotels. This supports findings by Cho and Olsen (199B), and Suen and Law (2001) 
that although Hong Kong hotel managers are increasingly more aware of the 
advantages of IT use, they are still reluctant to make a large IT investment.
5.4 Factors Influencing the Adoption of Computer-based Training
5.4.1 In general
It is easy to achieve knowledge outcomes at a shallow level of learning; however, more 
in depth learning may involve trainees questioning instructors and vice versa. A 
significant amount of human interaction is required to clarify understanding and 
provide feedback. Technology plays a secondary role in comparison to the role of 
customer service and human interaction. There is disagreement on the impact that IT 
has on competitive advantage while there are plenty of factors which influence IT 
investment in an organisation. Organisations are unwilling to capitalise on the benefits 
of IT application and senior management is resistant to CBT due to a fear of change and 
a low level of technological competency. IT is seen to have a supporting rather than 
strategic role and there is insufficient support at the managerial level. Meanwhile, 
acceptance and technology competency of rank-and-file staff are additional concerns, 
as well as language skills. Also to be considered are the cost of hardware and software, 
time, and support from the IT Department, the life-span of existing technology, budget, 
hotel training culture, training materials from Head Office and sensitivity to IT trends.
5.4.2 In the Hong Kong Hotel Industry 
Factors when considering training methods
Results show that training materials should first be considered which directly affects 
whether the training is in the classroom, on-the-job or computer-based. The
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background of the trainees should also be considered such as the level of English and 
computer competency. Results to be achieved come third as it strongly relates to what 
kind of training approach is to be used. Regardless of the relative importance, the 
background of participants is the most frequently considered factor, training class 
duration comes second while results to be achieved is third. As a result, the background 
of trainees as well as results to be achieved can be considered as key factors influencing 
the training approaches adopted in Hong Kong hotels. This is in contrast with what 
Sims (1990) found regarding factors to be considered when determining the best 
method for a training programme.
Obstacles to CBT adoption
There are five obstacles to computer-based training adoption from a management 
point of view in Hong Kong hotels: 1) staff acceptance and IT competency; 2) trend, 
lifespan and availability of technology; 3) cost of tools; 4) corporate initiatives and 
culture; 5) training method preference. Results show that preference for training 
method is the most influential while on-the-job training and classroom training are 
strongly preferred over computer-based training when considering training approaches. 
In other words, computer-based training is the least considered option when selecting 
training approaches. The results support the findings of Hubert, Verteeten and 
Combrink (1996), Law and Au (1997) and Suen and Law (2001) and Barrows (2000) that 
managers had an over-reliance on on-the-job training compared to other training 
approaches. Secondly, hardware and software costs are key obstacles which is 
consistent with Lashley and Rowson (2003), Beeton and Graetz (2001), Karadag, 
Cobanoglu and Dickinson (2009), Watkins (2000), Kline and Harris (2008), Harris (1995), 
Harris (2007), Suen and Law (2001), Harris and West (1993), Mandelbaum (1997), and 
Olsen and Connolly (2000) who concluded that cost is one of the obstacles to
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implementing computer-based training. Thirdly, buy-in from employees, especially 
rank-and-file staff, when considering using CBT is important but life span of technology 
is not. The importance of IT competency and technology acceptance of rank-and-file 
staff is acknowledged by management. The obstacles identified in this study supports 
by the findings of Ali and Magalhaes (2008), Suen and Law (2001), and Law and Lau 
(2000).
Deluxe hotels in Hong Kong, i.e., hotels with an average room rate of $3,000 or more, 
do not believe that support from the IT Department is an obstacle to using CBT while 
strong preference for on-the-job training and classroom training over CBT are 
considered obstacles instead. Law and Au (1997) explained that the small size of the IT 
Department reflects poor support for IT in hotels, which in turn reflects the current 
situation in the Hong Kong hotel industry. These hotels, however, do not consider 
training materials designed by the Head Office as an obstacle in Hong Kong hotels 
although Harris (1995) stated that there would be interruptions from head office in 
terms of decision-making and training-related issues.
Of the five CBT adoption obstacles identified from a management point of view in 
Hong Kong hotels, 'trend, lifespan and availability of technology', which is negatively 
related, and 'corporate initiative and culture', which is positively related, are the 
significant and major factors influencing CBT adoption while 'staff acceptance and IT 
competency', 'costs of tools' as well as 'training method preference' do not contribute 
significantly to CBT adoption.
5.5 Limitations
1. The response rate is only 19.18 percent.
2. Literature reviews on training and computer-based training in the Hong Kong hotel 
industry which involve comparison of findings in the discussion are lacking.
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3- Re-grouping of different hotel levels cannot be performed by independent variables 
in some questions as at least one group has fewer than two cases and combining 
the existing three groups into two groups is not practical for comparison.
4. Question 18 is answered by Training Professionals in Hong Kong hotels but there 
are only 10 responses to interpret the question.
5. 'Post-hoc' test of ANOVA cannot be performed in Question 19 because at least one 
group has fewer than two cases.
6. 'Robust tests of equality of means' test of ANQVA cannot be performed in some 
questions because at least one group has zero variance.
7. Chi-square cannot be performed in Question 10,15,17 and 19 because at least one 
group has fewer than two cases.
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Chapter Six Conclusions
The discussion provides a broad scope of knowledge concerning the adoption of 
computer-based training in the Hong Kong hotel industry and also provides 
benchmarks for the industry as well as academic sector for comparison and review. The 
conclusion in this study is that, in the Hong Kong hotel industry, computer-based 
training has not been fully and appropriately adopted and is not planned to be used 
extensively in the near future.
The training practice in the Hong Kong hotel industry is positive and well-developed. 
The current scale of training in Hong Kong hotels is satisfactory. This is clearly indicated 
by the common practice of the assigned minimum yearly training hours for staff. The 
presence of a facilitator in whatever type of training classes has a positive and 
significant effect on learning for participants. Managers and executives in Hong Kong 
hotels perceive that they are technologically up-to-date with a good reputation for 
training and computer-based training. However, by comparison, the percentage of 
total payroll allocated to the training budget is not fully executed. More than 90 percent 
of training in Hong Kong hotels is still either in classroom and in on-the-job mode, with 
on-the-job training still commonly adopted most of the time. This practice is in line 
with the preference of Training Professionals as they place computer-based training as 
the least preferred method of training. In other words, the adoption of computer-based 
training in Hong Kong hotels is low, regardless of hotel-wide or departmental training. 
This is due to the fact that when Training Professionals consider the training methods 
to be adopted, training materials, background of participants and results to be achieved 
are the major factors considered.
The adoption of computer-based training in Hong Kong hotels is unsatisfactory 
regarding both hotel-wide and departmental training. Less than 8 percent of training 
programmes are computer-based which is very low compared to A5TD benchmark.
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There are more non CBT users than CBT users in the hotels. No single department in 
hotels in the sample adopted computer-based training frequently. Training 
opportunities are not equally available to different levels of staff as currently the higher 
the level of staff, the more likely and more frequently staff receive computer-based 
training. Future plans for computer-based training implementation is uncertain since 
only 10 percent of respondents are able to identify the amount of computer-based 
training budget and express willingness to adopt computer-based training in the near 
future. Preference for training method by Training Professionals is the most significant 
obstacle from a management point of view in Hong Kong hotels. Training Professionals 
indicated that they prefer to adopt on-the-job and classroom training instead of 
computer-based training. Costs, i.e. hardware and software, cannot be ignored by 
Training Professionals while buy-in from employees, especially rank-and-file staff, and 
their computer competencies are also significant barriers. Meanwhile, trend, lifespan 
and availability of technology are negatively related to computer-based training 
adoption while corporate initiative and culture is positively related; and both are 
significant factors influencing the adoption.
Based on the above issues, it is suggested that the adoption of computer-based 
training should be a top-down approach. The suggestion is that such practice should be 
driven by the hotel corporate office rather than initiated by the hotel itself. It is 
promising that hotel managers have a positive attitude towards computer-based 
training and appreciate the related benefits such as consistency in training delivery and 
effectiveness in training evaluation.
In conclusion, hotels in Hong Kong are similar to hotels in other locations in terms of 
approach to training. Classroom training and on-the-job training are still dominant. 
However, Hong Kong hotels are moving at a very slow pace when it comes to
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computer-based training when compared to hotels in other locations where computer- 
based training adoption has been studied.
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Chapter Seven Recommendations
7.1 Recommendations
The following recommendations are made based on the discussion and conclusions of 
the previous chapters. Blended learning is recommended in this study, which means a 
combination of computer-based training and classroom training in hotels. Specifically, 
it is suggested that participants should attend computer-based training before 
classroom training. In the computer-based training, the participants should spend some 
hours online. This would involve theories and models which would provide a foundation 
for the training before attending the class. Such computer-based training, or pre­
classroom training, is a must for participants who would then undergo classroom 
training. A facilitator would be present in the classroom. His or her role is to facilitate 
the training, provide immediate feedback, exchange ideas, inspire participants, execute 
training administrations, answer questions, and so on. Participants would be able to 
interact with one another through case studies, games and so on during training. After 
classroom training, participant would go online again and complete tasks, tests and 
evaluations. Score would be generated and further analysis could be performed.
In addition to blended learning, are the following recommendations:
1. The current CBT status of the hotels should be reviewed.
2. Minimum yearly training hours for hotel staff should be encouraged so that more 
frequent and regular training classes are conducted.
3. Higher minimum yearly training hours for staff is suggested.
4. The percentage of payroll in the annual training budget should be fixed, e.g., 4 
percent.
5. CBT is recommended at the departmental level. Every department should have 
internal computer training programmes.
292
6. CBT should be adopted at every level and in every position. Managerial level, rank- 
and-file as well as supervisory level employees should all have equal opportunity for 
CBT.
7. Promotion of CBT to employees is suggested in order to raise awareness and 
increase acceptance.
8. Pre-IT competency testing of employees should be conducted in order to determine 
the computer knowledge and skill levels of staff.
9. Training Professionals should be educated in terms of preference for training 
approaches in order to shift their preference to computer-based training. They 
should regularly update their technology skills.
10. IT trends as well as CBT development should be updated by Training Professionals.
11. Future plans for CBT adoption should be clear and an amount of the training budget 
should be allocated to CBT.
12. The hotel corporate office should drive and initiate CBT to hotel level.
7.2 Possible areas for further study
Firstly, this study should be replicated using a similar instrument to measure the growth 
of computer-based training in the next two years. Secondly, additional research should 
be conducted to evaluate the perceptions and satisfaction levels of properties currently 
using CBT. Thirdly, a study should be conducted to evaluate the perceptions and 
satisfaction levels of rank-and-file staff, supervisors and managers who have been 
trained by CBT. Fourthly, a needs assessment should be conducted to determine the 
job-specific CBT programmes that are in highest demand. Fifthly, additional research 
should be conducted to evaluate the relationship between minimum yearly training 
hours and i) number of guestroom, ii) number of staff, iii) average room rate and iv) star 
level. Finally, additional research should be conducted to evaluate the relationship
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between CBT adoption and i) number of guestroom, ii) number of staff, iii) average 
room rate and iv) star level.
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Reflective Diary
A practitioner's doctorate has the advantages of a broad approach and the thesis takes 
a practical subject as its basis for the research study. Having worked in the training field 
since the beginning of my career, my aim upon enrolling in a doctoral programme was 
to investigate and contribute towards the enhancement of professional practice in the 
area of training and development.
Over the past six years, while completing my doctorate, I have discovered from the 
student's perspective there is a different kind of development. My enrollment in the 
DBA had a favourable start I was able to complete four modules and submit all my 
assignments on time. My proposal and introduction for the thesis as well as my 
literature review were well prepared and completed within the appropriate time frame. 
Things changed, however, when I left the academic sector and returned to the 
commercial sector in 2007. There were also changes in my personal life which involved 
emotional adjustments. Both events caused me to lose academic focus for a while but 
by 2008 I was back on track and fortunately I was able to submit my thesis within six 
years.
A key factor was I re-entering university as a faculty member again which gave me 
access to better resources such as online journals. In addition, my colleagues were 
helpful at certain points throughout my study, for example, with data analysis and the 
use of SPSS. This was invaluable as the skills and knowledge required for completing 
my DBA were much more difficult than I anticipated.
I do feel I was unsuccessful in achieving my initial ,goals regarding time management for 
my DBA study. I measured this success based on my own judgment and more 
importantly on feedback from my supervisors. I was aware that I lagged behind the 
planned schedule, which was also evident in the email reminders I received from my 
supervisors.
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My personal effectiveness was initially poor but improved with increased focus and 
being in the right environment, i.e., working at the university which has adequate 
resources and talented academics to provide valuable input. Things were fine at the 
beginnings stage of my thesis, i.e. while writing up my proposal, introduction and 
literature review; however, my methodology stage proved difficult. Fortunately, after a 
lengthy struggle and being able to clarify my career goals, I regained focus and pressed 
on more productively with the methodology stage of my thesis. It took me a while to 
determine my study mode, thus resulting in a lengthy period of completing my 
methodology. Data collection was subsequently difficult. This was due to a low 
response rate and lack of support from industry partners regarding data collection 
despite numerous courtesy calls. Data analysis was also difficult as I was not well 
equipped with different types of statistical tools or knowledgeable about their 
application. Hence, I found it extremely difficult to coordinate the right analytical 
approach with the appropriate research objectives. Fortunately, with assistance from 
my supervisors, as well as colleagues, I eventually overcame this difficulty and was able 
to proceed to the findings and discussions stages of my thesis. The final stage, i.e., 
conclusions and recommendations, was comparatively easy and my thesis was 
completed within six years. At every stage there were frustrations and difficulties; 
however, suggestions from my supervisors and comments from colleagues were very 
helpful in overcoming them. I also managed to come up with my own method for 
handling such situations which were much more effective than those used earlier in my 
study. Time line and continuous review of task progress helped me to stay on track with 
schedules. It was something concrete that compelled me to adopt a more productive 
approach as my programme continued.
Despite regarding myself as generally unsuccessful throughout the DBA process, I do 
think the programme enabled me to do things differently. As an academic, research is
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naturally a part of ones job responsibilities. The skills and knowledge that I gained from 
my DBA have enhanced my critical evaluation skills; my ability to define a research 
topic and its components; my SPSS skills and my writing skills. In other words, I am 
better able to approach both work and study. Beyond my DBA studies, the skills I have 
achieved will facilitate further research and future publications. This is most beneficial if 
I continue to build on and improve the abovementioned skills. Following my DBA 
studies, I aim to publish papers in different international journals such as the 
International Journal o f Contemporary Hospitality Management and the Journal of 
Hospitality and Tourism Research. Using my DBA thesis as a foundation and with 
necessary modifications for publication, there should be ample opportunity for 
publishing academic papers in the future.
Given the opportunity to do my DBA programme again, or to do a similar programme, I 
would prioritise frequent communication with supervisors as it is an effective motivator 
and gauge of ones progress. A firm reminder from a supervisor is sometimes sufficient, 
indeed necessary, to alert students to their academic responsibilities. Setting deadlines 
can also be helpful should be mutually agreed to by both supervisor and student. 
Similarly, any changes to deadlines should also be based on mutual agreement. 
Deadlines create the impetus for students to produce results and good time 
management skills.
On the whole, the past six years has been a positive and memorable experience as I love 
studying and investigation. Doing the DBA has allowed me to achieve personal and 
professional goals. The time and effort spent has made me more realistic, 
knowledgeable and skilled. It has also given me a keener sense of values. In particular, 
the knowledge relating to my current work in training, especially computer-based 
training, is something I valued quite highly. I have also learnt a lot about the use of 
technology in the hotel industry. In terms of skills, I have acquired sound analytical skills
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such as critical evaluation and SPSS skills. I am aware that there is room for 
improvement, in particular with my writing skills. In terms of values, integrity and ethics 
have become important to me, for example, intellectual honesty and how I am to 
conduct myself in the academic community. Both of these have important implications 
for my future work and conduct in the work place. Overall, I have gained valuable 
insights from my DBA studies which will enable me to connect with the research world. 
It was great to have cohort members at the first stage of my DBA studies as nine of us 
went through four modules together. Friendships developed while being able to 
network in the various industries that members came from was inspiring and 
educational. The diverse perspectives enabled me to learn something different from 
the industry I worked in. Generally, there was a lot of interactions and exchange of 
ideas in the first year. Unfortunately, by the second year this had changed. There were 
no modules beyond the second year which hindered further learning and interaction 
between cohort members. A gap developed which grew mainly because there was no 
channel of communication and the progress of each cohort member varied. Some 
students went on to graduate in due time while others lagged behind.
In conclusions, my DBA programme has changed my life for the better. It has given me 
the skills to begin my work in the research world, advanced my career by satisfying one 
of the requirements for promotion to Assistant Professor and generally strengthened 
my employability, indeed the biggest impact on my career.
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Appendix II 
Database of Survey
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Hong Kong Hotels - Human Resources/Training Professional Contact List
Hotel Person Addressed Title
Email
Address
: Number of 
Questionnaire
Date Sent :
1 Bishop Lei Int'l House Cynthia Lee PTM N/A
2 Butterfly On Prat 7 Nov 5
3 Central Park Rebecca Kwan GM rebeccakwaniScentraloarkhotel.com.hk 7 Nov 5
4 Charterhouse Clara Ho HR&TM hrt^cha rterhouse.com 7 Nov 6
5 City Garden Michelle Mak HRM micheilemak(S)crtvE3rden.com.hk 7 Nov 6
6 Cityview MandyTam HRM mandvtam@)thecitwiew.com.hk 7 Nov 10
7 Conrad Aero Chan TM aero chan#conrad.com 7 Nov 10
8 Cosmo Pending
9 Cosmo Kowloon Edward Chan HRM edward.chanlScosmokowloon.com.hk 7 Nov 6
Cosmopolitan 7 Nov 10
Courtyard by Marriott Leona Wong HRM leona.wonE-^courtva rd.com 7 Nov 5
Crowne Plaza Janet Lai DoHR ianet.lai^ihe.com 7 Nov 10
13 Disneyland Peter Lowe VP Deter.loweiBdisnev.com Nov 5
14 Disney's Hollywood Peter Lowe VP Deter.loweiSdisnev.com Nov 5
15 Dorsett Kowloon N/A
i 6 Dorsett Far East N/A
17 Dorsett Seaview N/A
i 8 Eaton Edward Lo L&SDM edward.loiSeatonhotels.com 7 Nov 5
19 Emperor (Happy Valley) Cecilia Wong PTM DandtiSemDerorhoteI.com.hk 7 Nov 10
Empire Causeway Bay Kelvin Yuen GHR&AdmM kelvinvuenfSemDirehotelsandresorts.com 7 Nov 5
Empire Wan Chai Kelvin Yuen GHR&AdmM kelvlnvueniSemDirehotels3ndfesorts.com 7 Nov 5
Empire Tsim ShaTsui Kelvin Yuen GHR&AdmM kelvinvuen.fSemairehoteisandresorts.com 7 Nov 5
13 Excelisor Doris Ip DoHR diDfSmohg.com 7 Nov 5
14 Express by Holiday Inn Christine Hui HR Leader christine.hui^exDresscw.com 7 Nov 10
15 Four Seasons Coleman Chui DoHR coleman.chuiiSfourseasons.com 34 Nov 5
26 Gateway Chloe Fung ATM cfunefSmarcoDolohotels.com 7 Nov 5
17 Gold Coast Philip Kwok HRM DhiliC'kwokiSgoldcoasthotel.tom.hk 7 Nov 5
28 Grand Hyatt Vivian Chan TM vivian.chsn.f3hvatt.com - 7 Nov 5
19 Guangdong Clara Chan P&AdmM DtmafS netvfEator.com 7 Nov 5
30 Harbour Grand Brenda Chan DoHR brendac1@h3rbour-grand.com 7 Nov 5
31 Harbour Plaza Hong Kong Eric Leung HRM ericl@harbour-Dlaza.com 7 Nov 5
31 Harbour Plaza Metropolis Elaine Leung HRM elainei3iSharbour-Dlaza.com 7 Nov 5
33 Harbour Plaza North Point Kevin Kie HRM kevink@h3rbour-olaza.com 7 Nov 5
34 Harbour Plaza Resort City Mideo Lo HRM midcol@h3rbour-Dlaz3.com 7 Nov 5
35 Harbour View Kan Chung GM kanchungOtheharbourview.com.hk 13 Nov 5
36 Harbour View Place Agnes Fung AHRM N/A
37 Headland Amy Ho HRM hrm@head!a nd.com. hk 7 Nov 5
38 Holiday Inn Golden Mile Theresa Leung DoQ&T theresa.leunE@goldmile.com 7 Nov 5
39 Hotel Jen Diane Wong RM Pending
40 Hotel Panorama by Rhombus Reginald Saga GHRM resinald sae3f@rhombusintemational.com 13 Nov 5
41 Hyatt Regency Sha Tin Cindy Cheng DoL&D cindv.cheneiShvatt.com 7 Nov 5
41 Hyatt Regency Tsim Sha Tsui Anna Cheng TM anna.chenEtShvatt.com 7 Nov 5
43 Imperial Ivy Nam PO hriSimoeriaihotel.com.hk 7 Nov 5
328
Hotel Person Addressed Title
Address
Number of 
Questionnaire
Date Sent
44 InterContinental Regina Chu DoL&D regina chu@interconti.com.hk 7 Nov 5
45 InterContinental Grand Stanford Mazy Cheng DoHR m.chene@grandstanford.com 7 Nov 5
46 Island Pacific Eva Man HRM eva ma n(E)isla ndpa cifichotel. com. hk 7 Nov 5
47 Island Shanqri-La Kenneth Wai Area DoHR kenneth.wai@shangri-la.com 7 Nov 5
48 JW Marriott Elise Lau HRM elise,lau@marriotthotels.com 7 Nov 5
49 Kimberley Mary Luk SrPTM pe rsonnel@kimberlev.com. hk 7 Nov 5
50 Kowloon Kenneth Leung HRM kennethl@harbour-Dl323.com 7 Nov 5
51 Kowloon Shangri-La Agnes Chan TM 3gnes.chan2@shangri-la.com 7 Nov 5
52 Lan Kwai Fong Rebecca Kwan GM rebeccakwan@centralDarkhotel.com.hk 7 Nov 5
53 Landmark Mandarin Oriental Edith Kwok TM 7 Nov 10
54 Langham Michael Yau L&DM michael.vau@langhamhotels.com Nov 5
55 Langham Place Eva Lo DoKM eva.lo@ianRhamhotels.com 7 Nov 5
56 Lanson Place Karen Li ED N/A
57 Largos N/A
58 Le Méridien Cyperport Rosemary Tam DoHR rosemarv.tam@iemerdien.com 7 Nov 5
59 L'hotel Causeway Bay Harbour View Anthony Chan HRO anthonvchan@lhotelhk.com 7 Nov 10
6o L'hotel Nina et Convention Centre Anthony Chan HRO anthonvchan@lhotelhk.com 7 Nov 10
6i Luk Kwok Steve Liu PM Deroffice@lukkwokhotel.com 7 Nov 6
62 Mandarin Oriental Russell Siu AL&DM 7 Nov 5
63 Marco Polo Hong Kong Chloe Fung ATM cfung@marcoDolohotels.com 7 Nov 5
64 Metropark Hotel Causeway bay Janet Choi Adm Controller abc.hkcb@metroDarkhotels.com 7 Nov 6
65 Metropark Hotel Kowloon Melody Chu HRM hrm.hkkl@m.etroDa rkhotels.com 7 Nov 5
66 Metropark Hotel Mongkok Jenny But PTM iennv.but@metroDarkhotels.com 7 Nov 6
67 Metropark Hotel Wanchal Mill Yeung PM hr.hkwh@metroDarkhotels.com 7 Nov 6
68 Mira Dirk Dalichau GM dirk, dalicha u@themira hotei.co m 7 Nov 5
69 Nathan Liz Mak HRO Pending
70 New Kings Annie Li RM N/A
71 Newton Hong Kong Esther Wu HRM esther@hhm-hkg.com 7 Nov 10
72 Newton Kowloon Esther VYu HRM esther@hhm-hkg.com 7 Nov 10
73 Nikko Claudia Chu AHRM cl3udiachu@hotelriikko.com.hk 7 Nov 5
74 Novotel Century Sabrina Kwok HRM sabrin3.kvrok@novotetcenturvhk.com 7 Nov 5
75 Novotel Citygate Leo Cheung HRM h6239-hr@accor.com 7 Nov 5
76 Novotel Nathan Road Doris Chan HRM h6771-hr@3ccor.com 7 Nov 5
77 Panda Terry Chan HRM terrvchanSoa ndahotel.com. hk 7 Nov 5
78 Park Angela Tsang HRM angeia.tsang@DarkhoteterouD.com 7 Nov 5
79 Park Lane Karen Koo HRM karenkoo@D3rklane.com.hk 7 Nov 6
80 Peninsula Serena Chan TM serenachan.@Deninsüla.com 7 Nov 5
81 Prince Chloe Fung ATM cfuns@marcoDolohoteis.com 7 Nov 5
82 Prudential Myra Wong AHRM mvra@orudentiaihotel.com 7 Nov 10
83 Ramada Hong Kong Tony Lau HRM hr@ramadahongkong.com 7 Nov 6
84 Ramada Kowloon Angela Mao HRM hr@ramada-kowloon.com.hk 7 Nov 5
85 Regal Airport Lawrence Law DoHR rah.hr@regalhotei.com 7 Nov 6
86 Regal Hong Kong Karly Wai DoHR rhk@regalhotel.com 7 Nov 5
87 Regal Kowloon Elaine Cheng HRM rrh@regalhotel.com 7 Nov 5
88 Regal Oriental Peter Chiu GM roh.gm@regalhotel.com 7 Nov 5
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89 Regal Riverside Pepsy Lam HRM rrh.hr0 regalhotel.com 7 Nov 10
90 Renaissance Harbour V iew Patrick Chan ATM Datrick.chan@renaissancehotels.com 7 Nov 5
91 Renaissance Kowloon Gloria M ak ATM training(3renaissance kow loon.com 7 Nov 5
92 Rosedale on the Park W endy Mak HRM vvendvmakl5irosedale.com.hk 7 Nov 5
93 Royal Garden Peggy Fung AHRM oeEEvfune@rehk.com.hk 7 Nov 5
94 Royal Pacific Fiona W ong GDoHR fionawong@sinoOhotels.com 7 Nov 5
95 Royal Park Irene Chu HRM irenechuiSrovalpark.com.hk 7 Nov 6
96 Royal Plaza Shirley Cheng HRM shirlevchengiSrovalplaza.com.hk 7 Nov 6
97 Royal V iew Sherman Lam HRM shermanlkyrStovalview.com.hk 7 N ov 10
98 Shamrock Stephanie M ak A d m O N/A
99 Sheraton Cecilia Cheung ADoHR cecilia.cheune@sheraton.com 7 Nov 5
100 Skycity M arrio tt Johnny Li TM iohnnv. Ii@ ma rrio tt. com 7 Nov 5
South China Pending
South Pacific Venice Yuen PTM Dtm@ southpacifichotel.com.hk 7 N ov 10
103 Stanford Mona Fan PO Pending
104 Stanford Hillview Bella Liu SPG personnel-hillview@ stanfordhotel.com 7 Nov 5
105 The Luxe M anor Elly Lam HR&TM hrm@ theluxemanor.com 7 Nov 5
io 6 The Upper House Maurine Yeung GHRM
107 W Paul Ng DoHR paul.ne@whotels.com 7 Nov 5
io 8 W arwick Katherine Lau HM . N/A
109 Wesley N/A
110 W harney Guanq Dong Rose Chan Adm M Dersonnel@wharnev.com 7 Nov 10
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Dear Simon/Andy/Aiice/Serena/Claire/Daisy/Dilys
Survey - Use of Computer-based Training in the Hong Kong Hotel Industry
I am inviting you to play an important role in the development of a questionnaire that will 
research the use of computer-based training in the Hong Kong hotel industry for my D.B.A. 
thesis. You have been selected to be part of my 'Expert Panel' and I wish you can answer, 
review and comment on the attached questionnaire. It will be used to gather data from Hong 
Kong hotels in short future. Therefore, your input is necessary to validate and improve this 
instrument. Your comments will be invaluable when making final revision prior to distribution!
Please answer the questionnaire as if you were one of the property managers who will soon 
receive this document. Your responses are not comparatively important but your 
understanding of the question is vital. Feel free to mark, circle and write directly on the 
questionnaire concerning the content, clarity or quality of the question content. Please add any 
comment for improving this questionnaire. To assist you in evaluation of the questionnaire, 
I am attaching the research aim and questions for your reference which will explain the reason 
for this study.
It would be highly appreciated to email the questionnaire with your comments directly to me. 
This is an important step in a process. Your quick action will allow this research study begin and 
when completed you will receive a copy of the summary report of findings.
Thank you for your support and I hope I will be seeing your comments next weeks.
Yours Sincerely
Patrick Lee
Student - Doctor of Business Administration (D.B.A.) 
University of Surrey
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This information is provided to help you understand the underlying purpose of the study when 
you evaluate the questions.
Research Aim
To determine if computer-based training (CBT) is adoptable in the Hong Kong hotel industry 
Research Questions
•  To investigate the current types of training programmes in the Hong Kong hotel industry
•  To examine the current training approaches in the Hong Kong hotel industry
•  To identify training technologies, employee categories and content areas among Hong 
Kong hotels
•  To indicate factors of consideration and barriers for CBT adoption from management point 
of view in Hong Kong hotels
•  To evaluate future plans of CBT implementation in the Hong Kong hotel industry
Definition
Computer-based Training is the organisation's ability to place employees, supervisors or 
managers in front of a computer and allow them to learn a specific topic or skill at their own 
pace. Watching a video would not be considered CBT. Watching a video and then answering 
questions about the video on a computer would be considered CBT. If an employee can learn a 
skill, procedure or specific information about your property or a specific position through 
interaction with a computer then that process would be considered CBT.
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Dear Human Resources/Training Professional,
Survey - Use of Computer-based Training in the Hong Kong Hotel Industry
May I obtain your support in spending few minutes to complete the enclosed questionnaire?
The purpose of this research is to determine if computer-based training (CBT) is adoptable in 
the Hong Kong hotel industry. The information obtained will be kept in strict confidence and 
no individual name or organisation will be revealed. It is expected that the findings will have 
implications for human resources/training professionals in the hotel industry in general, i.e. 
factors/barriers when implementing CBT.
It would also be highly appreciated if you can pass the questionnaires to the following target 
participants:
•  General/Hotel/Resident Manager
•  Director of Human Resources/Human Resources Manager
•  Five Department Heads, e.g. Restaurant Manager, Executive Housekeeper, Laundry 
Manager, FO Manager, etc.
Thank you very much for your support and I wish such coordination as well as your input would 
not bother you much.
Please return the completed questionnaires with the envelope provided on or before 
November 22, 2009 (Sunday).
Thank you for your time. Your participation would help me enhancing the quality of training in 
the Hong Kong hotel industry.
Yours Faithfully,
Patrick Lee
Student - Doctor of Business Administration, University of Surrey, U.K. 
E-mail: hmplee(a)polvu.edu.hk 
Phone: 2766  4039
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USE OF COMPUTER-BASED TRAINING IN THE HONG KONG HOTEL INDUSTY
This questionnaire is designed to seek information about the use of computer-based training (GET) for 
training employees at your hotel. For the purpose of this study, GET is described as an interactive training 
experience in which the computer provides media fo r  learning. CBT includes interactive video, websites, CD- 
ROM and other systems (e.g. Opera training. Micros training) which are computer-driven (Hannum, 1990).
1. How many guestrooms do you have at your hotel?
□ less than 250 0 2 5 0 -4 9 9
□ 500 - 749 □ 750 or more
2. How many employees do you currently have at your hotel (excluding part-time, casual, trainee)?
□ 1 - 249 □ 250 - 499
□ 500 - 749 □ 750 - 999
□ 1000 or more
3. What is the average room rate of your hotel in 2009?
□ less than HK$i,ooo
□ HK$2,ooo - HK$2,999
□ HK$4,ooo or more
□ HK$i,ooo - HK$i ,999
□ HK$3,ooo - HK$3,999
4. Which of the following categories (referenced with Mobil Travel Guide) best describes your hotel?
□ Deluxe (5-star) □  Superior (4-star)
□ First Glass (3-star) □ Moderate (2-star)
□ Economy (i-star)
5. What is your current position at your hotel?
□ General Manager
□ Director of HR/HR Manager
□ Operational Manager
□ Hotel/Resident Manager
□ Training Manager/Assistant Training Manager
□ Others (Please specify:_____________________ )
(Department Head)
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6. What is your gender?
□ Male □ Female
7. What is the highest education level you completed?
□ Secondary School □  Certificate
□ Diploma/Fligher Diploma □ Degree
□ Master Degree or above
8. Flow long have you been working (as a full-time staff) in the hotel industry?
□ Less than a year O 1 - 5 years
□ 6 -10  years □ 11 -15 years
□ 16 years or more
9. What is your age?
□ 21 -30  □ 3 1 -4 0
□ 4 1 -5 0  □ 51 or above
10. Flas your hotel assigned minimum yearly training hours for your staff?
□ Yes □ No (To Q.12)
11. Flow many assigned training hours per staff per year?
□ 1 -10 □ 11 - 20
□ 21 -30  □ 3 1 -4 0
□ 4 1 -5 0  □ 51 or more
12. Rank the following training approaches at your department/hotel according to vour preferences 
(From i t o  3,1  = the most preferred and 3 = the least preferred).
 On-the-job training
 Computer-based training, i.e. using computer as media
 Classroom training, i.e. using role-play, case studies or handouts
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13- Rank the following factors when considering the training method to be used (From i t o  7, i  = the most 
often considered and 7 = the least often considered)
 The material to be presented
 The number of participants
 The background/ability of participants
 The kind/amount of equipments available
 The duration of the training
 The results to be achieved
 The cost of the training
14. Select your response based on current training at your property.
Strongly
Agree
Agree Neutral Disagree Strongly
Disagree
Classroom training is being used most of 
the time
□ □ □ □ □
On-the-job training is being used most of 
the time
□ □ □ □ □
CBT is being used most of the time □ □ □ □ □
Instructor/Facilitator should be present in 
all training sessions
□ □ □ □ □
Supervisors should have more training than 
rank-and-file staff
□ □ □ □ □
Managers should have more training than 
supervisory staff
□ □ □ □ □
Different training methods should be 
applied to different level of staff
□ □ □ □ □
My hotel's training is considered 
technologically behind than other hotels
□ □ □ □ □
My hotel possess good reputation on 
training in hotel industry
□ □ □ □ □
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Strongly
Agree
Agree Neutral Disagree Strongly
Disagree
My hotel possess good reputation on CBT 
in hotel industry
□ □ □ □ □
ig. What is the proportion of training budget in the total payroll at your hotel this year?
□ 1 - 10% O 11- 20%
□ 21-30%  □ 31 - 40%
□ 41% or more □ Not sure
16. What is the percentage of the following training methods currently adopted at your 
department/hotel (in terms of training hour)?
Classroom training  %
On-the-job training  %
Computer-based training  %
100%
17. Does your department/hotel use computer-based training to train your staff?
□ Yes □ N o  (To 0.21)
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i8 . How often do you use CBT in the following departments? (ONLY ANSWERED BY TRAINING 
PROFESSIONAL)
Always 
(Over 75%)
Often
(51-75%)
Sometimes 
(25 - 50%)
Rarely 
(Below 25%)
Never
Front Office □ □ □ □ □
Accounting and Finance □ □ □ □ □
Human Resources □ □ □ □ □
Housekeeping □ □ □ □ □
Food and Beverage □ □ □ □ □
Engineering □ □ □ □ □
Security □ □ □ □ □
Spa/Fitness Centre □ □ □ □ □
Sales and Marketing □ □ □ □ □
Reservations □ □ □ □ □
Information Technology □ □ □ □ □
19. How often do you use CBT to train the following employees?
Always Often Sometimes Rarely Never
Rank-and-file Staff □ □ □ □ □
Supervisors □ □ □ □ □
Managers □ □ □ □ □
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20. Rate the following statements about the impact of CBT on your property.
Strongly
Agree
Agree Neutral Disagree Strongly
Disagree
Technology has positive impact on my 
hotel
□ . □ □ □ □
My property is making significant 
investment on CBT
□ □ □ □ □
Technology is providing a mean for 
consistent training
□ □ □ □ □
Technology is providing a mean for 
evaluating training
□ □ □ □ □
Technology can enhance effectiveness of 
training
□ □ □ □ □
Presence of instructor or facilitator is not 
preferred
□ □ □ □ □
Rank-and-file staff pose positive attitude 
towards CBT
□ □ □ □ □
Supervisors pose positive attitude 
towards CBT
□ □ □ □ □
Managers pose positive attitude towards 
CBT
□ □ □ □ □
Rank-and-file staff are technology- 
competent
□ □ □ □ □
Supervisors are technology-competent □ □ □ □ □
Managers are technology-competent □ □ □ □ □
21. Will your property invest in CBT in the near future?
□ Yes □ No (To O.23)
□ Not sure (T0Q.23)
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22. What will be the percentage of your training budget for CBT in the near future?
□ 1 - 10% O 11 - 25%
□ 26 - 50% □ 51 - 75%
□ 76 -100%  □ Not sure
23. Rate the following factors that prevent you from considering/using CBT.
Strongly Agree Neutral Disagree Strongly
Agree Disagree
Cost o f Hardware/Equipment □ □ □ □ □
Cost o f Software Purchase/Upgrade □ □ □ □ □
Support from  I.T. Departm ent □ □ □ □ □
l.T. Competency of Rank-and-file Staff □ □ □ □ □
I.T. Competency of Supervisors □ □ □ □  ' □
l.T. Competency of Managers □ □ □ □ □
Acceptance from  Rank-and-file Staff □ □ □ □ □
Acceptance from Supervisors □ □ □ □ □  '
Acceptance from Managers □ □ □ □ □
Availability of Software in M arket □ □ □ □ □
Knowledge of I.T. Trend □ □ □ □ □
Training Time □ □ □ □ □
Preference on On-the-job Training over CBT □ □ □ □ □
Preference on Classroom Training over CBT □ □ □ □ □
Life Span o f Technology □ □ □ □ □
Training Culture in Hotel □ □ □ □ □
Training Materials designed by Head Office □ □ □ □ □
24. Other comments about CBT;
End
Thank you very much for your input!
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Definition of Terms
Case Study
A description of how employees or an organisation dealt with a situation (Noe, 2005). 
Compact Disc-read Only Memory (CD-ROM)
A pre-written disc of information that cannot be erased but which can store data of any 
kind, including sound and graphics (Noe, 2005). The potential of CD-ROM is defined by 
processing power, audio output and display capabilities of the computer controlling the 
drive (Harris 1993).
Computer-based Training
Computer-based training is the organisation's ability to place employees, supervisors or 
managers in front of a computer and allow them to learn a specific topic or skill at their 
own pace. Watching a video would not be considered CBT. Watching a video and then 
answering questions about the video on a computer would be considered CBT. If an 
employee can learn a skill, procedure or specific information about the property or a 
specific position through interaction with a computer then that process would be 
considered CBT (Hannum, 1990).
Digital Video Disc (DVD)
A kind of technology where a laser reads text, graphics, audio and video of an 
aluminum disc (Noe, 2005).
Interactive Multimedia
Any combination of text, graphic art, sound, animation or video delivered by computer 
or other electronic means is considered interactive multimedia. Interactive multimedia
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allows the end user to control what and when training elements are delivered (Harris, 
1993)-
Interactive Video
A process that allows the user to interact with videotape through a computer-mediated 
system (Harris, 1993).
Internet-based/lntranet-based Training
Internet-based training refers to training that is delivered on a public or private 
computer network and displayed by a Web browser while intranet-based training refers 
to training that uses the company's own computer network (Noe, 2005).
Multimedia
Multimedia is a blending of media types including text, audio, visual and computer data 
in one convenient delivery media (Harris 1993).
Multimedia Training
Multimedia training combines audiovisual training methods with computer-based 
training (Howell & Si Ivey, 1996).
On-the-job Training
On-the-job training refers to new or inexperienced employees learning through 
observing peers or managers performing the Job and trying to imitate their behaviour 
(Noe, 2005).
Training
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Training refers to a planned effort by a company to facilitate employee' learning of job- 
related competencies, which include knowledge, skills or behaviour, that are critical for 
successful job performance (Noe, 2005).
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